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COVAD COMMUNICATIONS COMPANY'S SUPPLEMENTAL BRIEF ON
QWEST CORPORATION'S CHANGE MANAGEMENT PROCESS

Coved Communications Company ("Coved") respectfully submits this

Supplemental Brief on Qwest Colporation's ("Qwest") Change Management Process.

1. INTRODUCTION

An effective change management process ("CMP") - pursuant to which Qwest

communicates to CLECs system, process and product changes -- is an integral

component of competitors' ability to compete in a meaningful manner with Qwest.1 In

the absence of an adequate change management process, Qwest can impose substantial

and anti-competitive costs and burdens on competitors by making changes to its products,

1 In the Matter of Application of Verizon Pennsylvania, Inc., Verizon Long Distance, Verizon Enterprise
SoluNons, Verizon Global Networks Inc. and Verizon Select Services Inc. for Authorization to Provide In-
Region, Inter LA TA Services in Pennsylvania, CC Docket No. 01-138, App. C,1[ 41 (Sept. 19, 2001)
("Verizon Pennsylvania 27/ Order").



processes, services and systems without providing CLECs with adequate notice,

opportunity to provide input, testing and docLunentation.2 It is precisely because of these

concerns about Qwest's ability to hinder and haml competition in the absence of an

effective and procedurally sound change management process that the "CMP redesign"

effort was undelfaken.

As set forth more fully in Coved's Brief on Qwest Corporation's ("Qwest")

Change Management Process, filed on January 18, 2002, this Supplemental Brief, and in

AT&T's and WCom's briefs on CMP, the CMP continues to be subject to additional

challenges by CLECS and is replete with procedural, process and documentation

deficiencies demonstrating that Qwest has not established an adequate plan to control

change. Coved will not repeat the facts and argument laid out in its January 18, 2002

Brief, but rather incorporates them as if fully set forth herein. Coved provides in this

Supplemental Brief only additional information obtained since January 18, 2002

regarding CMP that will permit the Commission to make a thorough and complete review

of the culTent status of CMP, and responses to Qwest's Brief Regarding Change

Management ("Qwest Brief").

11. ARGUMENT

A. Qwest Has Not Resolved the Issues Associated with Production Support,
Which Is an Integral Component of an Efficient Systems CMP.

In its Brief, Qwest suggests that it has a fully functional production support

process in place and thus has an effective and complete systems CMP to the extent it

addresses production support. See Qwest Brief, p. 9. "Production support" is the phrase

used to describe the changes that are implemented by Qwest to correct defects in a

production version(s) of an OSS upgrade or release (which occurs regularly each year).

2 SBC Texas 27] Order,11107.
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The defects in the OSS release can include interrupted connectivity, failed transactions,

system crashes, degraded performance, data corruption, memory leaks, and/or

functionality not coded to specification. Thus, production support plays a critical role in

ensuring that the transition from one OSS version to the next is seamless and does not

negatively impact a CLEC's ability to do business (all of which, of course, Qwest is free

from since it does not utilize the same OSS/gateways as CLECs do).

Contrary to the rosy impression conveyed by Qwest, there are numerous issues

that undermine the reliability of Qwest's production support process. More specifically,

according to KPMG, the third party OSS tester for the thirteen ROC states, "Qwest has

not implemented a comprehensive and fully documented production support process to

address changes that correct failures in the production version(s) of OSS interfaces." See

KPMG Exception 3112, attached hereto as Exhibit 1.3 KPMG identified

numerous deficiencies, such as, inter alia, the lack of any (1) identified and verified

procedure for production support, (2) evaluation, categorization and prioritization of

production support procedures, (3) internal and external communication procedures

Indeed,

where production support is required, (4) escalation procedures, (5) testing procedures,

Thus, the(6) documentation of management procedures, and (7) training procedures.

deficiencies identified by KPMG are precisely the types of documentation and

procedures that must be in place in order for even a minimally adequate production

support process.

While Qwest has provided documentation to address some, but not all, of the

specific issues identified by KPMG in Exception 3112, KPMG has not yet reached any

conclusion that Qwest has corrected the serious deficiencies it identified. Moreover,

Qwest has failed thus far to provide any documentation showing that it has in place a

3 For all Observations and Exceptions referenced as Exhibits to this Brief, Coved attaches only the most
recent version contained in the O&E log since there can be several responses to the initial report by both
Qwest and the party (KPMG, HP or Liberty) opening the observation or exception.
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documented management procedure for production support or that it has ever trained any

of its  employees as to  the  product ion suppor t  process needs,  requirements and

deliverables. Consequently, there are still substantial problems with Qwest's production

support process that must be corrected before Section 271 approval may be given.

B. Qwest Has Not Yet Resolved An Issue Relating to Escalation and Dispute
Resolution, Both of Which Are Critical Components of an Effective CMP.

Qwest also suggests that the parties have reached a complete and satisfactory

agreement on the CMP escalation and dispute resolution provisions. See Qwest Brief at

page 9. While the parties have reached an interim, tentative agreement on these

provisions, there is a critical ancillary issue that has yet to be resolved by the parties.

That issue has two facets - (1) who bears the burden of escalating or seeking dispute

resolution where a CLEC objects to a Qwest CR, see Coved Brief, pp. 18-19, and (2)

whether a Qwest CR, escalated or taken to dispute resolution, will be implemented

immediately or whether a stay will be put into place until the dispute is resolved. Id., pp,

9-14. These issues are not insignificant. As set forth more fully in Coved's Brief, Qwest

repeatedly and regularly has made changes that it implemented immediately and over

CLEC objection. While the parties continue to work on these issues, no agreement has

yet been reached, and no final agreement on the escalation and dispute resolution

provisions can be concluded until the burden and implementation issues are resolved.

The Commission's hand must be equally stayed until such time as an agreement is

reached.

c. Qwest Has Not Closed the CMP COIL Issues.

1. Clarity and Accessibility of Qwest CMP Documents.

Qwest asserts that its CMP documents are clear and easily accessible via its web

site. That assertion is inaccurate and incorrect. First, as Exception 3112 points out, the

documents pertaining to production support are not clear and accessible since many of

them simply don't exist or the documentation that does exist is only "cursory" See

i
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Exhibit 1, pp, 2-3. Second, KPMG's Observation 3066, attached hereto as Exhibit 2,

identified another deficiency in Qwest's CMP in that Qwest fails to provide all pertinent

information (documentary and otherwise) relevant to OSS point releases, notification

intervals for point release changes, and the process by which Qwest identifies CLEC

impacting changes. Third, KPMG concluded in Observation 3067, attached hereto as

Exhibit 3, that Qwest lacks "documented guidelines for prioritizing and implementing

CLEC-initiated system CRs." Tellingiy, all of these Observations and Exceptions,

which deal specifically with the clarity and accessibility of Qwest's systems CMP

documents, currently remain open.

Even more egregiously, Qwest's contention that all CMP documentation is clear

and available and the CMP systems redesign is complete is belied by its own words. See

KPMG Exception 3102, attached hereto as Exhibit 4. In that Exception, KPMG stated

that Qwest's "internal OSS interface change management documentation is inconsistent

and unclear." Indeed, KPMG identified 7 (fifteen, including subparts) issues where

systems documentation was confusing, unclear, incomplete or completely absent. As

Qwest confessed in its most recent response to Exception 3102 on February 14, 2002, it

still had to provide documentation on five of the fifteen subparts, and of those five, three

would be addressed "following completion of the systems portion of the CMP

Redesign." Id., p. 20. Thus, the systems CMP still suffers from significant deficiencies

(which require additional substantial work) that preclude any approval of Qwest's

Section 271 application at this time.

2. Qwest Has Not Resolved All Issues Related to the Escalation and
Dispute Resolution Processes or Qwest Generated CRS.

See Section H(B), above.

3. There Is No Evidence that CLECs Have Had Input into the
Development of CMP.

See Covad Brief, pp. 8-18, and pages 3-4,supra and pages 6-8, infra.
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4. Process for Notification of CLECs and Adequacy of Process.

Qwest suggests that the notification issue pertains only to product and process.

See Qwest Brief, p. 12. Qwest's suggestion is wrong. While the more appalling

examples of Qwest's proclivity of imposing anti-competitive burdens on CLECs come

through its failure and refusal to provide adequate notice of product and process changes,

as Coved pointed out in its January 18, 2002 Brief] the notice issue includes notification

of systems changes as well. See Coved Brief, p. 17.

Moreover, in a very recently opened Exception, KPMG identified numerous

instances in which Qwest failed to provide timely, clear or adequate notice of systems

changes. In the month of December 2001 alone, for example, Qwest had nine system

notifications in which the date of notification was earlier than its actual distribution, ten

instances of late notice of system changes, and eight examples of inadequate notification

of planned system outages. See Exception 3110, attached hereto as Exhibit 5. Thus,

Qwest's ability to provide timely and adequate notice of system changes is also in

question, and precludes any finding that Qwest's CMP currently is Section 271 compliant

or that Qwest has demonstrated a pattern of compliance with the agreed upon systems

CMP provisions.

D. Qwest Should Not Be Permitted to Classify as Regulatory CRs Changes
Designed to Bring Qwest into Compliance with Performance Measures.

Coved concurs in AT8cT and WorldCom's briefs on this issue.

E. Qwest's Change Management Process Does Not Satisfy Its Obligations
Under Section 271.

As set forth more fully in Coved's January 18, 2002 Brief; Qwest's CMP is

wholly insufficient to satisfy its obligations under Section 271 of the Act. In addition to

grounds set forth in the Brief Coved provides the following facts and arguments, which

also demonstrate that Qwest's CMP is not Section -271 compliant.
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1.

See Section II(A), II(C)(1) and II(C)(4), above.

Qwest's CMP Information Is Neither Clear nor Accessible.

2. CLECs Have Not Had Substantial Input in the Design and Continued
Operation of CMP.

See Sections III(A) and HI(C), above, and Coved's Brief at pp. 8-24.

There is additional evidence demonstrating that Qwest's CMP is not yet Section

271 compliant because CLECs have not had substantial input into the design and

continued operation of CMP. Had CLECs had such "substantial input", there never

would have been cause for KPMG to open Exception 3111, attached hereto as Exhibit 6,

in which it found that Qwest internal and external documents lack a definition or

description of the roles and responsibilities of Qwest software development staff

specifically responsible for the analysis of CLEC-initiated systems CRs. This is not just

a "paper issue", as KPMG opined:

KPMG Consulting deems the existence of defined roles and
responsibilities for groups such as the IT stay infernal boards,
external vendors, and Wholesale Change Management
representatives to be indicative of whether or not a fdlly fzinctional

process is in place.KPMG Consulting recognizes that, prior to the
CMP Redesign, Qwest operated a former process, referred to as the
Co-Provider Industry Change Management Process (CICMP), and
that, therein, established procedures for considering the CLEC-
assigned priority of a change request in relation to such factors as
available resources and Qwest-initiated priorities may have existed.
KPMG Consulting would expect Qwest to be able to provide some
information independent of CMP Redesign status that explains iN
functions of personnel who are responsible for evaluating CLEC-
initiated CRs, as well as any guidelines used to carry out work
assignments. This issue in unresolved. Id., p. 7 (italicization added,
underlining in original).

Even more critically, KPMG also identified numerous other deficiencies that

delay and negatively impact the consideration and implementation of CLEC systems

CRs, including (1) Qwest's failure to provide CLECs with information as to how it

allocates resources for CLEC system CRs, (2) Qwest's software team does not perform

7



detailed analyses of CLEC system CRS, (3) Qwest fails to document the level of and

criteria for effort dedicated to individual CLEC CRs, and (4) Qwest documents lack

information on the manner in which Qwest identifies CR package options for software

releases.

All in all, the fact that these issues exist lead KPMG to conclude that:

The lack of established and documented development criteria, and a
clear process for Qwest resource allocation for wholesale OSS, may
result in the Qwest software development teams' overlooking and/or
ignoring CRs deemed important to CLECs, as determined by the
results of the prioritization process. Failure on the part of Qwest to
attend to CRs that CLECs deem critical to their business operations
in a timely manner may result in lengthy delays in implementing
these changes. This may prevent CLEC5 from receiving important
order and pre-order functionality, thus inhibiting their ability to
compete in the local exchange carrier market. Id., p. 7.

This identified lack, and the consequent impact on CLECs' business operations, leads to

the obvious conclusion that Qwest's process and procedure for CLEC-initiated systems

CRs are not yet fully defined, developed and implerneuted. A necessary corollary of this

is that CLECs cannot have had substantial input into the CMP processes for CLEC-

initiated systems CRs because had such input occurred, the issues identified by KPMG

would not exist. To state the corollary is to demonstrate its correctness. Accordingly,

Qwest does not yet have a Section 271 compliant systems CMP.

3. CMP Does Not Define a Procedure for Timely Resolution of CMP
Disputes.

See Sections II(B), above, and Coved's Brief at pp. 8-14 and 18-19.

4. Qwest Has Not Demonstrated a Pattern of Compliance.

As Qwest acknowledges, a key component of the FCC's review of Qwest's CMP

is whether Qwest has "demonstrated a pattern of compliance" with its own CMP. Qwest

Brief, p. 15. While Qwest claims that it has shown a pattern of compliance, id., p. 18,
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nothing could be farther from the zenith. As KPMG opined in Exception 2003, attached

hereto as Exhibit 7, "Qwest does not follow its established release notification schedule

when implementing Ill/IA releases, and does not provide complete and accurate

information in its release notifications to enable co-providers to prepare adequately for

certification and implementation of new releases." Id., p.l. While Qwest initially

deflected any further KPMG scrutiny by stating that these issues would be addressed in

the redesign effort, Qwest recently conceded that several of the issues had yet to be

addressed in the redesign effort. Id., pp. 6-7. Thus, if the issues have yet to be

addressed, Qwest cannot, as a matter of fact or law, have demonstrated a pattern of

compliance with the processes and procedures by which Qwest is supposed to comply

when implementing MA releases. See also Section II(C), above.

F. A Section 271 Review of CMP Must Include Product and Process.

CLECs are not alone in their position that Qwest's product and process CMP is an

appropriate subject of Section 271 scrutiny. As KPMG pointed out in Exception 3094,

attached hereto asExhibit 8:

CMP is an essential element of ongoing CLEC business operations
and of the Qwest-CLEC business relationship. Because it governs
an important part of at! CLEC interaction with Qwest, KPMG
Consulting would expect at a minimum, that Qwest CMP would
feature the following functions:

Qwest notifies CLECs of all CLEC-impacting changes with
complete information and sufficiently in advance of such changes,

OCMP includes the procedures through which Qwest takes into
consideration the feedback from CLECs on all proposed CLEC-
impacting changes, and

OCLECs have the opportunity to modify, discuss, and escalate
issues encountered with proposed changes.

Because Qwest's CMP currently does not include these three elements for systems,

product and process, KPMG concluded that Qwest's CMP would "not sazi5f[y]" the
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ineffective in resolving disputes and "lack[] a defined and

management process," id., p. 16, and thus, as a matter of law, Qwest's CMP does not

meet the FCC's criteria for an acceptable process for change control.

criteria for the Section 271 OSS tests. Indeed, KPMG made clear that Qwest's CMP was

documented change

Compounding the ineffectiveness of Qwest's CMP regardless of whether the

focus is systems, product or process, is Qwest's failure to provide adequate, timely or

accurate notice to CLECs of all three categories of change. As KPMG pointed out in

Exception 3110, see Exhibit 5, for all categories of change, KPMG documented in

December 2001 alone numerous instances in which Qwest provided (l) untimely notice,

(2) notice containing incorrect topics in the email headline, (3) late notice of system

changes, (4) an inadequate interval for planned outage notices; (5) inadequate

infonnation, and (6) lack of adequate tracking and verification. Consequently, as KPMG

concluded, Qwest's failure to provide sufficient and adequate notice may result in

"CLEC operational inefficiencies, thereby reducing CLEC profitability and impacting the

CLEC's ability to competed in the Local Exchange Carrier market." Id., p. 5. Thus,

regardless of whether evaluated under Checklist Item 2 or under the public interest

standard of the Act, Qwest's CMP is not compliant because of well-documented

problems that result in an anti-competitive burden being placed on CLECs.

III. CONCLUSION

For the reasons set forth more fully above and in Covad's Brief on Qwest

Corporation's ("Qwest") Change Management Process, the Commission should find that

Qwest has not yet developed, implemented and demonstrated compliance with a Section

271 sufficient change management process. Qwest's application for Section 271 relief in

this State cannot be approved at this time.
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RESPECTFULLY SUBMITTED this 19th day of February, 2002.

K. Megan Doberneck
Senior Counsel
COVAD COMMUNICATIONS COMPANY
7901 Lowry Boulevard
Denver, Colorado 80230
720-208-3636
720-208-3256 (facsimile)
e-mail:mdoberne@covad.com

and

GALLAGHER & KENNEDY, P.A.

By
T084 c. Wiley, Esq
2575 East Camelback Road
Phoenix, Arizona 85016-9225
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INC.
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Thomas L. Mum aw
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One Arizona Center
Phoenix, Arizona 85004-0001

CERTIFICATE OF SERVICE

I, Todd C. Wiley, Esq., hereby certify that an original and ten (10) copies of the
Coved Communications Company's Supplemental Brief on Qwest Corporation's Change
Management Process, Docket No. T-00000A-97-0238, were filed on this l9 h day of
February, 2002, to the following:

Arizona Corporation Commission
Docket Control-Utilities Division
1200 West Washington Street
Phoenix, AZ 85007-2996

and a true and correct copy of Coved Communications Company's Supplemental Brief
on Qwest Corporation's Change Management Process, was served via hand delivery or
overnight mail this 19[1l day of February, 2002, on the following:

Healing Division
Arizona Corporation Commission
1200 West Washington Street
Phoenix, AZ 85007

Maureen Scott
Legal Division
Arizona Corporation Commission
1200 West Washington Street
Phoenix, AZ 85007

Matt Rowels

Utilities Division
1200 West Washington Street
Phoenix, AZ 85007

Phil Doherty
545 South Prospect Street, Suite 22
Burlington, VT 05401

W. Hagood Ballinger
5312 Trowbridge Drive
Dunwoody, GA 30338

Charles Steese
Andrew Crain
Qwest Corporation
1801 California Street, Suite 5100
Denver, CO 80202

and a true and correct copy of Covad Communications Company's Supplemental Brief
on Qwest Corporation's Change Management Process was sent via electronic mail and
regular mail, on this 19th day of February, 2002, to the following:
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ROC Observation & Exception Formal Response

Test Vendor ID: EXP 31I2

Qwest Internal Tracking ID 1 TI 829

Observation/Exception Title OSS Interfaces

Test T_vpe/Domain: Test 24 - Interface Dvlpmnt & Relationship Mgt

Dare Qwest Received: 01/30/2002

Initial Response Date : 02/13/2002

Test Incident Summary .

An exception has been identified as a result otltest activities associated with the Change Management
Review, MTP Test 23, and Wholesale Systcrns Help Desk (WSHD), MTP Test 24.7.

Exception :

Qwest has not implemellted a comprehensive and fully documented production support process to address
changes that correct failures in the production version(s) fOSS interfaces.

Background:

Production support changes address defects in the production version(s) of an OSS interface. Such defects

may include interrupted connectivity, failed transactions, system crashes, degraded performance, data
corruption, memory leaks, and/or functionality not coded to specif ication.

The purpose of a production support process is to quickly and effectively restore critical production
components by repairing defects or implementing temporary work-around processes. This process would
also include the implementation of a tactical plan to complete restoration of normalproduction capabilities.
For critical situations, the standard software release intervals associated with the established Change
Management Process (CMP) are considered too long to implement corrective changes,

KPMG Consulting would expect a comprehensive and fully documented production support process to
include the following sub-procedures and essential elements:

A, Identification and verification procedures,
B. Evaluation, categorization, and prioritization procedures,
C. Internal and external communication procedures,
D. Status tracking and reporting procedures,
E Escalation procedures,
F. Restoration and closure procedures,
G. Testing procedures, including support for defects observed in test environments,
H. Documentation management procedures, and
I . Training procedures.

Issue:

KPMG Consulting has observed that Qwest does not have a documented production support process in
place to rosolvc time-sensitive production support issues and changes. KPMG Consulting formally
identified this issue in Observation 3052. In response, Qwest provided KPMG Consulting with documents

10:25 AMROC_TI829_EXP3l12 Fonnal Response_02_13_022115/2002
Qwest Communications, Inc. Page l off



Reference
Criteria

Production Support Sub-
Process

Effective cIc1vIp" Proposed Redline CMP

A Identification and
verification procedures

Not documented/missing Not documented/missing

B Evaluation, categorization,
and prioritization
procedures

Prioritization document not
f inalized, CLECs and Qwcast still
determining how prioritization of
low severity, Type 1 category
changes are to be prioritized.

TI676-A section 1.4 provides
cursory review of prioritization
process

C Internal and external
communication procedures

Executive summary, section I.III,
II_I, and III cover communication
without specific details about
Production Support. No reference
made to Production Support types

TI676-A sections 1.5 and 1.6
provide cursory review of
communication requirements .

ROC Observation & Exception Formal Response

that specify OSS contingency plans. KPMG Consulting reviewed Qwest documentation, and determined
that Qwest does not have a distinct, consolidated process document to address the issue in question.l

Impact:

In the absence of a comprehensive and fully documented production support process, CLECs do not have
assurance that failures in the production version(s) of OSS interfaces can be corrected efficiently and
effectively. The absence of these defined corrective measures can lead to downtime, mis communication
about the status of an interface system outage or issue, and delays in critical systems resolutions, which call
negatively impact CLECs' business operations.

Appendix A

Production Support Matrix
KPMG Consulting reviewed the following Change Management Process documents for the existence of the
nine criteria that are outlined in the Background section of this Exception:

Co-provider Industry Change Management Process (CICMP) document,2
MA Change Management Document'

Master Redlined CMP Redesign Production Support Language - 12/1 I/200] ,4 and
Master Rea'-lined CLEC-Qwest CMP Re-Design Framework- Interim Draft dated
12/10/2001.5

Production Support Matrix

1 In its response dated 12/28/2001, Qwest stated that "each Qwest back-end system will follow its own
process for problem resolution and prioritization of f ixes and communicate status back to the Help Desk."
KPM G Consult ing interprets  this  to mean that Qwest lacks a s ingle, operational system to address
production support issues.
The CICMP Document dated 5/i 1/2001 represents the CMP document in place before the start ollCMP

Redesign. It is located at lttm;/.» "www.qwest.com.-fwholesalefeinp/whatisump.html.
3 The MA CMP Document dated 1 1/01/01 and defines the process through which Qwest prioritizes and
processes Change Requests for MA software releases.
4 The redline document is located at http://wwvtzqwcshcoin/'wholesalle/cmp/redcsi,Qn.htm.l
5 The redline document is located at littp:! !www.qwcst,com/whoIesalefcrnp/rcdesi,<41,html
6 Effective documentation such as CICMP (05/14/01), Escalation (12/01/00), Qwest RN Enhancements

(12/06/00), and Industry Team CR Prioritization (12/0l/00) are available at
littpz//w_8vw.qxyest,com/wholesz1le/cmp/whatiscmp.html
1 Proposed redline documents change frequently. The current draft documentation is available at
httpzffwuwvowcst.com/wholesale/cmp.'redcsi9n.ht1nI

l0:25 AMROC_T1829_EXP31 12_Formal Respor1se G2_l3_022/15/2002
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of changes.
D Status tracking and

reporting procedures
Section III.VIII.6 covers CR and
RN databases, not Trouble
Tickets or Production Support

TI676-A section 1.3 provides
cursory review of reporting
processes

E Escalation procedures Escalation document covers CRs
but not Production Support

Not documented/missing

F Restoration and closure
procedures

Not documented/missing Not documented/missing

G Testing procedures,
including test

environments

Not documented/missing TI676-B section "Joint Testing
Period" provides cursory review of
the testing process

H Documentation
management procedures

CICMP document executive
summary, section III, and section
111.11.5 define a number of
document requil'emellts.
However, no specifics are
provided.

Not documented/missing

I Training procedures Not documented/missing Not documented/missing

EROC Observation & Exception Formal Response

Qwest Formal Response

In the U 1/24/02 response to EXP 3 I 02, Qwest committed to provide an integration document to KPMG by

February 7, 2002. This document has been provided to KPMG via the usual data request process. The
Integration Document addresses criteria A and criteria C - G outlined by KPMG in the "Background"
section of this exception.

Criteria B refers to evaluation, categorization, and prioritization procedures. The Wholesale CMP
prioritization document has not been finalized, pending the completion ofCMP Redesign. Thisportion of
the redesign effort is anticipated to be completed by February 19, 2002. Qwest will provide an update on
the status of this item by February 22, 2002.

Qwest is in the process of making revisions to the Integration Document that address documentation
management procedures and training procedures identified in criteria H & I above. Qwest will provide an
updated version of the Integration Document by February 22, 2002 that will address criteria H and I.

Attachmen!(s): None

l0:25 AMROC_TI829_EXP3 I l2_Formal ReSp0m$€_0]_13 022,115/2002
Qwest Communications, Inc. Page 3 off
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OBSERVATION 3066- SECOND RESPONSE
Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January 6, 2002
Second Response Date: January 24, 2002

OBSERVATION REPORT

An observation has been identified as a result of the test activities associated with the
Change Management Test, MTP Test 23 .

Observation:

Qwest does not consistently employ the defined Change Management Process
(CMP) to exclude CLEC-impacting system changes f rom point release versions of
the Interconnect Mediatcd Access (MA) interface.

Background :

MA is a Qwest system that enables CLECs toaccess local telephone service elements of
the Qwest network and Operations Support Systems. It automates the process by which
Local Service Requests submitted by CLECs are used to create service orders.

Qwest has defined two types of MA release implementations, with attributes as follows:

Major releases (e.g., MA 8.0) -
Add functionality to systems and processes,
Scheduled three times per calendar year, and
Changes are subject to the prioritization process.

•

•

•

Point releases (e.g., MA 8.01) -
• Only concern back-end systems,
• Augment functionality disclosed in major releases, and
• Changes are not subject to the prioritization process.

In the context of the monthly CMP meeting and CMP Redesign Process, Qwest has
stated that point releases do not require CLECs to make system or process changes .
Unlike change requests Mat comprise major system releases, point release changes are
not subject to the prioritization process.

| Refer to page three of the draft meeting minutes for Qwest's 10/30/2001-1 1/1/2001 CMP Redesign
session. At that meeting, Jeff Thompson, Qwest's IT Director of ASR and Center Efficiency Processes,
explained to CLEC participants the differences between a major release and a point release.
zSee meeting minutes for Qwest's 10/16/2001 and 1()130/200l -l U1/2001 CMP Redesign working
sessions, respectively, and meeting minutes for the 10/18/2001 Systems CMP Meeting at
http://www.qwest.com/wholcsale/cmp/teammeetings.html

J 41£148 -4 Nr:MannConsulting
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Qwest OSS Evaluation

lssuez

Qwest does not consistently apply the defined CMP for CLEC-impacting system changes
for point releases to the MA interface. KPMG Consulting has observed at least two
examples of point release changes that required, or would have required, a number of
CLECs to make internal changes, such as employee training and process enhancements:

1. Qwest implemented changes to a backend database in MA 6.01, and did not
inform CLECs of the changes. This implementation resulted in CLECs' inability
to process orders.3

2. A more recent instance involves Change Request (CR) 251524 'm MA 8.01.
Qwest presented this GUI-only change at the monthly Systems CMP meeting on
October 18, 2001 , and announced that the change would be implemented on
November 19, 2001. Qwest removed this CR from MA 8.01 in early November,
after CLECs Allegiance, AT&T, and Eschelon raised concerns about this issue,
stating that the CR was CLEc-impa¢ sng.5

Furthermore, it does not appear that clearly defined, doeumenteci Qwest processes or
procedures exist to ensure that all CLEC-impacting MA changes are identified and
submitted for CLEC voting, as part of the prioritization process.

Impact:

The absence of a defined process for identifying CLEC- impacting changes, combined
with inconsistent use of the documented CMP process, makes it difficult for CLECs to
prepare for and respond to Qwest point releases. This exposes CLECs to unnecessary
risks from changes that could impact their business operations and service to end-use
customers.

Question:

What steps will Qwest take to ensure that CLEC-impacting systems changes are
identified and communicated to CLECs through the CMP process?

3 This issue led to the HP filing of Exception 2007.
4 CR#25152 "Enhancements for Appointment Scheduler" will require a CLEC to schedule an LSR
appointment based on Qwest's resource availability.
> See the meeting minutes for the IG/l8;'2UOl Systems CMP Meeting and Action Item #366 in the
[1/15/2001 Systems CMP Distribution Package at
http://www.qwcst,com/wholesale/downloads/2001/0I I 109/November 15 Packagepdf

.I
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Qwest OSS Evaluation

Qwest Formal Response (12/20/01) :

Qwest and the CLECs have already reached interim agreements on numerous processes
associated with CLEC- impacting systems changes including those related to point
releases. These agreements are documented in the Master Redlined CLEC-Qwest CMP
Re-design Framework - Revised 12-10-01,
httpI//www.qwest.corn/wholesale/cmp/redesignhtrnl, include:

CR origination processes for Qwest and CLEC OSS Interface CRS
Introduction of a New OSS Interface
Changes to an Existing OSS Interface
Retirement of an OSS Interface.

Qwest and the CLECs have agreed to implement these processes coincidentally with the
implementation of the MA 10.0 release in June 2002. Qwest and the CLECs will
continue to collaboratively monitor and refine these processes through CMP.

Qwest and the CLECs are currently negotiating theQwesrProposed Prioritization
Language to document a process that will ensure that CLECs will have an opportunity to
rank CLEC and Qwest submitted CRs. The Redesign Team is also negotiating provisions
within the Qwest Proposed' Prioritizczlion Language to allow CLECs to prioritize
Regulatory and Industry Guideline CRs, provided that the prioritization of these does not
cause them to miss their mandated implementation dates. This language is scheduled for
discussion at the January 22, 2002 CMP Re-design Meeting. Additionally, the Re-
Design team continues to work toward collaboratively, and formally, addressing the
definition of major and point releases.

To ensure that these agreed to processes are implemented quickly and effectively, Qwest
is developing internal CMP training that is mandatory for Qwest IT personnel who work
with systems that impact the CLECs,

KPMG Consulting's First Response (01/06/02):

KPMG Consulting reviewed Qwest's response and identified the following issues:

1. KPMG Consulting is aware of the ongoing CMP Redesign effort, but is unable to
locate information in the Master Redlined CL EC-Qwest CMP Re-design
Framework that indicates and explains how Qwest-initiated point-release changes
are subject to the prioritization process. It is unclear how much information
Qwest communicates to CLECs about point-release changes, and how Qwest

Lm../= .u n Consulting
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systematically identifies all CLEC-impacting changes and submits them for
CLEC voting, as part of the prioritization process.

2. KPMG Consulting requests that Qwest provide related documentation for
validation and verification of CMP training for Qwest IT personnel.

Qwest Response to KPMG Comments (01/14/02) :

The following response addresses the two issues raised by KPMG in their response dated
January 6th, 2002. KPMG's issues have been replicated in Italics for ease of reading.

KPMG Consulting is aware of the ongoing CMP Redesign effort but is unable to
locate information in the Master Redlined CLEC-Qwest CMP Re-design Framework
that indicates and explains how Qwest-initiatedpoint-release changes are subject to
the prioritization process. It is unclear Now muck information Qwest communicates
to CLECs about point-release changes, and how Qwest systematically identifies all
CLEM~irrpacting changes and submits tremor CLEC voting, as part of the
prioritization process.

Upon further review, Qwest has determined that the Master Redline document does
not address the point release issues identified by KPMG in this observation. This is
because Qwest and the CLECs have not yet agreed to the prioritization language that
will be included in the Master Redline document. The CLECs and Qwest should
finalize the prioritization language during the next CMP Redesign Meeting scheduled
for January 22-24, 2002.

Point Releases were discussed in the October 30th, 2001 CMP Redesign Meeting.
During that session, Jeff Thompson (Qwest IT) defined a point release as follows: "a
point release is a Qwest release that has no impact to CLEC code on the interface
(excluding previously disclosed changes) and could include afxfor bugs introduced
in the major release. " He further explained that "a point release could be changing
something in the GUI only, or implementing a code change Qwest had included Ir: the
release but that had not been activated in the major release. " (CMP Re-Design
Meeting October 30 - November J Final Minutes - I1-30-01, page 3, paragraph 2,
http://www.qwest.com/wholesale/downloadsl200 l/ol I 130/CMP__Redesign. Meeting_

Oct_30-33 _Nov__l Final__Mi11utes.doc) Qwest and the CLEC community have
agreed that "Point Release[s] may not be CLEC code impacting, but may affect CLEC
operating procedures. The purpose of point release is to fix bugs introduced in
previous releases, implement technical changes, make changes to the GUI, and
deliver enhancements disclosed for a prior major release that could not be delivered
in the timeframe of that release. " (Qwest Proposed TERMS Language - I I -30-0],
httpz//www.qwest.com/wholesale/downloads/2001 /01 l206/Qwest_Proposed_TERMS
_Lan<g1age-l 1-30-0l.doc)

I .
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Qwest communicates all changes impacting the CLEC community via the defined
CMP procedures. If a point release does not contain changes that impact the CLEC
code it may not go through the CMP. However, all point releases will comply with
the standard IT notification requirements. Although the CMP is now being redefined,
CLEC notification currently includes 1) discussion of the change during the regularly
scheduled CMP meetings and 2) publication of the changes in the release notes.
Qwest will comply with all approved modifications to CMP notification
requirements.

Qwest and the CLEC community have had and continue to have an ongoing dialogue
regarding what constitutes a CLEC- impacting change. It is anticipated that a
common understanding will be reached through the CMP Redesign.

2, KPMG Consultz'ng requests that Qwest provide related do cumentation for validation
and vergffcation of CMP trairzingfor* Qwest ITpersonneZ.

To be submitted as a confidential data request attachment is a PowerPoint document
which contains the Wholesale Change Management Process (CMP) Training Module
1. To date, 9232 Qwest employees and contractors have taken part in this training.
Of those having taken part in the training, 1342 are members of the IT staff.
Additional training is under development and will be provided as the CMP Re-design
progresses.

Attaehment(s): Confidential DR to be filed

KPMG Consulting's Second Response (0I/Z4/02)'

KPMG Consulting confirms that it received the referenced PowerPoint document, which
contains Wholesale CMP Training Module 1 used to train Qwest IT personnel. KPMG
Consulting reviewed the document, and found that it contains a high- level overview of
CMP. Based on information from this document, and from Qwest's January 14, 2002
response, KPMG Consulting understands that Qwest is committed to continuing to
update and develop CMP training for its employees in the nature.

KPMG Consulting reviewed Qwest's response, and understands that point release
changes are not necessarily subject to the CR prioritization process. Nevertheless, the
following issues, which were identified in KPMG Consulting's First Response, dated
January 6, 2002, remain unresolved:

The amount of information that Qwest communicates to CLECs about point-
release changes,
The notification intervals for point-release changes, and
The process by which Qwest systematically identities all CLEC-impacting
changes.

;*\ r: .'*=.r. ".'AnnaConsulting
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KPMG Consulting introduced two examples in this Observation to illustrate that the
changes in question had, or would have had, a material impact on the CLECs' ability to
process orders. This appeared to conflict with the Qwest-provided definition of point
releases, which states that they concern changes that only apply to back-end interface
systems and should not affect CLEC's ability to process orders.6

KPMG Consulting attended the Change Management Process Re-design meetings on
January 22 and 23, 2002, KPMG Consulting will continue to gather information related
to point release changes from f̀ u'Lure Re-design sessions.

KPMG Consulting recommends that this Observation remain open pending
resolution of the above issues.

Atrachment(5): None

6 During a KPMG Consulting interview on September 25, 200 l , Mark Route, then CMP (Systems)
Manager, stated that, "Point release changes add functionality disclosed in major releases but only concern
back-end systems." Thisdefinition is consistent with subsequent Qwest descriptions of point releases
during CMP Redesign meetings.

.'55 nm
01/26/2002
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Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January 6, 2002
Second Response Date: January 30, 2002

OBSERVATION REPORT

An observation has been identified as a result of the test activities associated with the
Change Management Test, MTP Test 23 .

Observation:

Qwest Systems Change Management Process (CMP) lacks guidelines for
prioritizing and implementing CLEC-initiated systems Change Requests (CRs).

Background:

The Qwest Systems CMP is the method used by both Qwest and CLECs to implement
changes to Qwest wholesale OSS interfaces. This process includes initiation,
clarification/evaluation, presentation, prioritization, implementation, and completion of
all proposed changes. CLECs participate in the CR Prioritization Process to vote on CRS
that have been submitted by both Qwest and CLECsE The outcome of this CR
Prioritization Process determines if CRs deemed critical to CLEC business operations
will be included in an upcoming OSS release,

Issue:

Qwest Systems CMP lacks documented guidelines for prioritizing and implementing
CLEC-initiated systems CRS. KPMG Consulting reviewed existing Qwest
documentation, includingthe Co-Provider Industry Change Management Process
(CICMP) Document and the CICMP -- CR Prioritization Process Docurnenlz, and noted
the following:

•

•

•

Qwest documents lacked information on the roles and responsibilities of Qwest
staff involved in the analysis of CLEC-initiated systems CRS,
Qwest documents lacked information on how Qwest allocated available resources
(capacity) for all systems CRs to be included in an OSS release,
Detailed business analyses and system analyses from the Qwest software
development team were not performed for all CLEC-initiated CRs,
Qwest documents lacked definitions and criteria for the Level of Effort (formerly
known as "T-shirt size") assignment for individual CRS, and

1 In the context of CM P Redesign, Qwest and CLECs have not yet agreed on whether or not regulatory and
industry guideline CRS are subject to the CR Prioritization Process.
z The CICMP Doczmzenl and CICMP - CR Prioritization Process Document, located at
www.qwest.com/wholesa]e/cmp/whatiscinphtml,represent the most recent Qwest documents relevant to
the CR Prioritization Process prior to the initiation of CMP Redesign.

we
01131/2002
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Qwest documents lacked information on how Qwest identified CR package
options for a software release that it recommended to CLECs, following the CR
Prioritization Process.

Impact:

In the absence of guidelines for the system CR Prioritization Process, there is no
assurance that all CRs receive a thorough assessment from the Qwest software
development team. In addition, it is unclear how Qwest allocates resources for the
wholesale OSS to accommodate CLEC business needs, and how Qwest estimates the
resources required to complete individual CLEC- initiated CRs. Failure on the part of
Qwest to attend to CRs that CLECs deem critical to CLEC business operations in a
timely manner may result in lengthy delays in implementing these changes. In fact, the
limited capacity that Qwest allows for each release may categorically prevent the
implementation of some CRs.

Qwest FormalResponse (12/20/01):

Qwest responses to the 5 KPMG stated issues.

"Qwest documents lacked information on the roles and responsibilities of Qwest
stajinvolved in the analysis ofCLEC-initiated systems CRs. "

Once approved by the Re-design Team, the Master Redline CLEC-Qwest CMP Re-
Design Framework Interim Draft - Revised 12-10-01, located at
http://www.qwest.com/wholesale/cmp/redesignhtml, will fL11°ther illuminate the process,
roles and responsibilities of Qwest persoimel during the preliminary evaluation and
subsequent prioritization of CLEC-initiated systems CRS.

"Qwest documents lacked information on how Qwest allocated available
resources (capac{v)for all systems CRs to be included in an OSS release.r:

Qwest and the CLECs are currently negotiating the extent to which Qwest will disclose
this business information to the CLECs. This issue will be resolved and included in die
Qwest Proposed Prioritization Language when it is accepted by the Re-design Team.

"Detailed business analyses cm system analyses from the Qwest software
development team were notperformedfor all CLEC-initiated CRs. "

Detailed business and systems requirement development occurs after the CLECs and
Qwest prioritize the list of CLEC initiated CRs pursuant to the Co-Provider Industry
Change Management Process document, Section IV. Additionally, the Qwest Proposed
Prioritization Language, collaboratively written by Qwest and the CLECs, but not yet
adopted by the Re-design Team, details the following;

was
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There is insufficient space to include all CLEC initiated CRS in the upcoming
release. The prioritization process channels the business and system requirements
development effort.
The business and system requirement development effort begins with CRS at the
top of the prioritization list and continues down the list until all available
development resources are exhausted.
Business and systems requirements are developed for more CRs than can
ultimately be included in the release.

"Qwest documents lacked definitions and criteria for the Level of Effort (formerly
known as "T-shirf size 'Q assignment for indllvz'dlfaf CRs. "

The Co-Provider Industry Change Management Process document does not have specific
definitions for Level of Effort. However, in the Master Red-Linea' CLEC-Qwest CMP
Re-Design Framework Interim Dray? - Revised I1-29-01 the following language has been
agreed to in the CLEC-Qwest OSS Interface Change Request Initiation Process section:

"Identiilcation of the preliminary level of effort (S, M, L, XL) required to implement the
CR.

9

Small - requires changes to only one subsystem of a single system
Medium - requires changes to 2 or more subsystems of a single system
Large - requires changes to 2 or mere systems or complex changes in multiple
subsystems of a single system
Extra Large - requires extensive redesign of at least one system."

Additionally, Qwest and the CLECs are currently negotiating a refined preliminary Level
of Effort criteria based on a rough estimate of the number of people-hours necessary to
complete a CR.

5. Qwest documents lacked injbrmation on how Qwest identified CR package
opz'ion5 'for a software release :her it recommended to CLECs, following the CR
Prioritization Process, "

The CLEC-Qwest OSS Interface Change Request Initiation Process section of the Master
Red-Lined CLEC-Qwest CMP Re-Design Framework Interim Draft - Revised 12-10-01
provides the following language which has been agreed to by the CLECS and Qwest:

"At the monthly CMP meeting following the completion of the business and
system requirements, Qwest will conduct a packaging discussion, which may
include packaging options based on any affinities between candidates on the
release candidate list. The newly packaged list of CRs will be used as the release
candidate list during the design phase of a release. At the monthly CMP meeting

f
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following the completion of design, Qwest will commit to a final list of CRS for
inclusion in the release."

KPMG Consulting's First Response (01/04/02):

KPMG Consulting reviewed Qwest's responses, and identified the following issues:

1. KPMG Consulting reviewed the Master Redline CLEM-Qvest CMP Re-Design
Framework document but is unable to identify information therein that describes
the roles and responsibilities of Qwest staff who conduct business and system
analyses of CLEC-initiated systems CRS.

2. KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests
that Qwest provide related documentation for review, once it is finalized,

KPMG Consulting is aware of the possibility that not all CLEC-initiated, CLEC-
prioritized CRs may be included in a given, upcoming release. It is tWo critical
that Qwest's software development team conducts a thorough assessment of all
CRS, and provides CLECs with adequate information (see the following
paragraph) so that CLECs are able to make informed decisions about all CRS
during the prioritization process.

Based on the definitions of the preliminary levels of effort (S, M, L, and XL),
KPMG Consulting could not quantify the amount of work performed by the
Qwest software development team, or the total amount of work required for each
software release. It is unclear how die above specifications would inform CLECs
of the overall capacity of a given, upcoming release, and enable CLECs to make
informed decisions on the bases of interdependences, as well as tradeoffs, among
numerous CRs, during the prioritization process.

KPMG Consulting reviewed the cited text and is unable to identify the criteria
that Qwest software developers utilize to identify affinities between candidates.

Qwest Response to KPMG Comments (01/14/02):

The following response addresses the five issues identified by KPMG in their response
dated January 4'h, 2002. KPMG's issues have been replicated below in Italics for ease of
reading.

KPMG Consulting reviewed the Master Redline CLEM-Qvest CMP Re -Design
Framework document but is unable to dent#j> information therein that describes the
roles and responsibilities of Qwest stajfwho conduct business and system analysis of
CLEC-initiaiea' systems CRs.

01/31/2002
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There has been no definitive discussion in CMP Redesign sessions ro include a
detailed description of the roles and responsibilities of Qwest staff who do not
interface directly with CLECs on CMP functions, including those who conduct
detailed business and system analyses of CLEC- initiated systems CRs. However,
once approved by the Re-design Team, the Master Redline CLEC-Qwest CMP Re-
Design Framework Interim Draft will further describe the process, roles and
responsibilities of Qwest personnel who participate in the preliminary evaluation and
subsequent prioritization 0f`cLEc- initiated systems CRS.

As stated in Qwest's initial response, this text is not included in the Master Redline
document because it has yet to be reviewed and approved by the CMP Redesign
team. A draft of the text is contained in the document Qwest Proposed Managing the
CMP Language - Revised I]~20-0] which is located in the Redesign Documentation
section of the Qwest CMP Redesign Web site.
(http1//www.qwestcom/who]esale/'down]oads¢"2OU I /UI 1 I 2 I lPrpM anagi11gCMPLang.
doc),

2. KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests that
Qwest provide related documentalionfor review, once it isjinalfzed

Qwest will continue to publish completed and accepted Redesign documentation in
the form of the most recent update of the Master Redline CLEC-Qwest CMP Re-
Design Framework Interim Draft. This document is available on the Qwest CMP
Redesign Web site, http1/'/www.qwest.comfwholesalefcmp/redesign..html.
Additionally, Qwest distributes an email message containing all Redesign
documentation, agreed-to and proposed, before and after each Redesign session.
KPMG representatives are included in these distributions. The next meeting of the
CMP Redesign team is scheduled for January 22Nd through 24th, 2002. The findings
should be documented by January 28"', 2001. If that timetable is met, KPMG will
receive the revised documentation no later than January 2911, 2002.

3. KPMG Consulting is aware of the poss ibiliqv that not all CLEC-initiated, CLEC~
prioritized CRS may be included in a given, upcoming release. It is thus critical that
Qwest 's software development team conducts a thorough assessment fall CRS, and
provides CLECs with adequate information (see the foliowing paragraph) so that
CLECs are able to make inforfnea' decisions about all CRs daring the prioritization
process.

As discussed, agreed-to, and documented in Section 3.0 of the Master Redline,an
initial "rough estimate" of the level of effort (LOE) for each CR is determined as an
aid in CLEC prioritization. Due to resource constraints, Qwest is unable to commit to
conduct a detailed assessment of the level of effort (LOE) for every release candidate.

4. Based on the definitions of the preliminary levels of effort (S, M L, and XL), KPMG
Consulting could not quantify the amount ofworkperformea' by the Qwest software

*lime'J
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development team, or the total amount of work required for each software release. It
is unclear how the above specyications would inform CLECs of the overall capacity
of given, upcoming release, and enable CLECs to make informed decisions on ifne
bases of interdependencies, as well as z'radeo)§s', among numerous CRs, during the
prioritization process.

After discussion during several recent Redesign meetings Qwest and the CLECs
agreed to no longer utilize "T-shirt" sizing to categorize the level of effort for a
release candidate, At Redesign meetings Qwest has agreed to provide CLEC's with
actual level of effort range estimates in order for CLEC's to prioritize which CRS can
be included in a major release. Qwest is currently developing these range estimates,
and will present them to the CLECs at the January 2002 Redesign session. These
estimated ranges are not intended to give the CLECs a view of the overall capacity of
die release.

Qwest and the CLECs have agreed to a process documented in Section 3.0of the
Master Redline that will provide the CLECs with meaningthl information with which
to make informed decisions regarding the prioritization of CRS. That process is
currently written as follows but will be updated to remove the T-shirt sizing when the
ranges have been agreed upon.

"Qwest will review the CRs received prior to the cut off date and evaluate
whether Qwest can implement them. Qwest's responses will be one of the
following:

•

•

•

•

"Accepted" (Qwest will implement the CLEC request) with position stated. If
the CR is accepted, Qwest will provide the following in its response:
• Determination and presentation of options of how the CR can be

implemented
Identification of the preliminary level of effort (S, M, L, and XL) required
to implement the CR, (WCOM COMMENT: whom WOULD LIKE
IT NOTED THAT A REQUEST WAS MADE AS TO WHAT IS
MEANT BY PRELIMINARY LEVEL OF EFFORT AND IS TO BE
DEFINED BY QWEST.)
Small - requires changes to only one subsystem of a single system
Medium - requires changes to 2 or more subsystems of a single system

Large requires changes to 2 or more systems or complex changes in
multiple subsystems of a single system
Extra Large - requires extensive redesign of at least one system.•

If CLECs do not accept Qwest's response, they may elect to escalate or dispute
the CR in accordance with the agreed upon CMP escalation or dispute resolution
procedures. If the originating CLEC does not agree with the determination to
escalate or pursue the dispute resolution, it may withdraw its participation from

s
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the CR and any other CLEC may become responsible for pursuing the CR upon
providing written notice to the Qwest CMP Manager. If the CLECs do not accept
Qwest's response and do not intend to escalate or dispute at the present time, they
may request Qwest to status the CR as deferred. The CR will be status deferred
and CLECs may activate or close the CR at a later date.

At the monthly CMP meeting, the CR originator will provide an overview of its
respective CR(s) and Qwest will present either a stoWs or its response.

Qwest or CLEC originated CRS for changes to an existing OSS interface will then
be prioritized by the CLECs and Qwest, resulting in the initial release candidate
list, CLEC or Qwest originated CRs for introduction of a new interface or
retirement of an existing interface are not subject to prioritization and will follow
the introduction or retirement processes outlined in Sections x and x of the Master
Redline, respectively.

Based on the initial release candidate list, Qwest will begin its development cycle,
which includes the following milestones:

•

•

Business and systems requirements: Qwest engineers define the business and
functional specifications during this phase. The specifications are completed
on a per candidate basis in priority order.
(AT&T Comment) Pczclcaging: Qwest and CLEC5 will discuss grouping
candidates with affinities may be addressed more ejyiciently taken
together.[AT& T comment: this may not be exactly the right descrqntion. We
just wanted to add this to this list 0f5teps.]
Design: Qwest engineers define the architectural and code changes required to
complete the work associated with each candidate. The design work is
completed on a per candidate basis in priority order,
Code & Test: Qwest engineers will perform the coding and testing required to
complete the work associated with each candidate. The code and test work is
completed on a per candidate basis in priority order.

Using the initial release candidate list, Qwest will begin business and system
requirements. During the business and systems requirement efforts, CRS may be
modified or new CRs may be generated (by CLECs or Qwest), with a request that
the new or modified CRS be considered for addition to the release candidate list
(late added CRs). (WCOM COMMENTS: CHANGE "INITIAL RELEASE
CANDIDATE LIST TO "RELEASE CANDIDA TE LIST.) If the CMP body
grants the request to consider the late added CRs for addition to the release
candidate list, Qwest will size the CR's requirements work effort. If the
requirements work effort, for the late added CRs, can be completed by the end of
system requirements, the initial release candidate list and the new CRS will be
prioritized by CLECs in accordance with the agreed upon Prioritization Process
(see Section xx of the Master Redline). If the requirements work effort, for the

I
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late added CRs, cannot be completed by the end of system requirements, the CR
will not be eligible for the release and will be returned to the pool of CRS that are
available for prioritization in the next OSS interface release.

At the monthly CMP meeting following the completion of the business and
system requirements, Qwest will conduct a packaging discussion, which may
include packaging options based on any affinities between candidates on the
release candidate list. The newly packaged list of CRs will be used as the release
candidate list during the design phase of a release. At the monthly CMP meeting
following the completion of design, Qwest will commit to a final list of CRS for
inclusion in the release."

This process, agreed-to by Qwest and the CLECs, provides a Level of Effort to the
CLECs to use during Prioritization and outlines to process for Qwest to present various
packaging options to the CLECs .

5. KPMG Consulting reviewed the cited text and is unable ro z`a'entify the criteria that
Qwest software developers utilize to ideniifjz affinities between candidates.

The assessment and identification of candidate affinities is not a structured process.
Qwest relies on the knowledge and experience of its system architects and analysts to
identify opportunities for efficiency in all areas of system development including
those related to candidate affinity. A t`ew of the factors considered in assessing
affinities include modifications to common modules or data components, changes to
common transactions, and use of common resources.

K P M G Comulting's Second Response (01130102):

KPMG Consulting reviewed Qwest's response dated January 14, 2002, and found the
issues identified in this Observation remain unresolved.

KPMG Consulting recommends closing Observation 3067 and escalating the
unresolved issue to Exception 3111.

I n . . !.,»!', " " .wasConsulting
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I ROC Observation & Exception Formal Response

Test Vendor ID: EXP 3102

Qwest Internal Tracking ID: TI 777

Observation/Exception Title: Change Management Practices

Test Tyyle/Domain: Test 23 - Change Management

Date Qnvest Received: 12/17/2001

Initial RespoIzse Date: 12/28/2001

01/14/2002Supplemental Response Date '

2//4! Supplemental Response Date: 01/25/2002

3rd Supplemental Response Date: 02/07/2002

4th Supplemental Response Date: 02/08/2002

urn Supplemental Response Date: 02/14/2002

Test Incident Summary

Exception 3102 was initially released as Observation 3044 on November I, 2001. KPMG Consulting
recommended on December 17, 2001 that Observation 3044 be closed and moved to Exception 3102.

EXCEPTION REPORT

An exception has been identified as a result of the test activities associated with the Change Management
Practices Verification and Validation Review, MTP Test 23.

Exception*

Qwest's intema\ OSS interface grange management documentation is inconsistent and under.

Background:

Qwest utilizes an internal OSS change management process to manage the succession of four major phases
of work-to initiate, develop, deploy, and retire changes in an OSS interface, as listed in the Change
Management Process (CMP) documevihI All requests for changes to Qwest's systems or processes,
including those requests from Qwest business units and the software release candidates originated by
CLECs, necessitate the creation of a Change Request (CR). These issues are logged into Qwest's internal
database for tracking purposes. in order to enter change items into this database, several pieces of
information are required, such as the type of change (category), associated working project (software life
cycle), severity level (importance and scope), and priority (signif icance and timeframe)

The CMP Document defines the processes through which CLECs submit Change Requests and received
Qwest Release Notif ications. It is located at
http://www.qwest.com/wholesale/downloads/2001/010514/CMP_Document_051401 .doc.

l
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As part of the relationship management process testing evaluation, KPMG Consulting reviewed four
internal Qwest documents that outline the processes for managing CRs 2. The document titles are as
follows:

Interconnect Mediated Access (MA) Change Management Plan
EDI Development Change Request (CR) Process.4
Interconnect Center ofExcellence (ICON) Easic Class fealions of Distributed De/ect Tracking
System (DDTS) CR.v.5
Infercomzect Mediated Aeeess (MA) Process Description & Specification, Change Revues! (CR)
Process.

Issues:

While the documents contain large portions of similar information, inconsistencies such as important
definitions for CR types, categories, and database fields exist. For example, there is a variation between the
number ofDDTS project categories. Similarly, two documents refer to five types of CRs, while two other
documents add a sixth type.

Other findings in the documents included the ibllowin8:

The documents lack essential information (i.e. date of publication, version, author, change log,
assumptions) that may be used to reference their source and applicability,
The codes and abbreviations are presented without clear definitions.
The process descriptions and process flows are either missing or contain ambiguous information.
The process definitions for handling CRs and communicating prioritization changes to
stakeholders appear to be incomplete.

KPMG Consulting has provided examples of the issues revealed in this observation in aseparate,
confidential document.
Questions:

l,
2,
3.

Is there a reason why the Qwest documents contain different information about similar topics?
Which document(s) docs Qwest use to represent its change management process?
Please describe how Qwest moves issues (Le. bug fixes, requirement gaps, system enhancements)
relevant to CLECs through all phases of the Change Management Process.

Qwest Formal Response to OBS 3044 (11/15/2001) :

This Observation was written to address inconsistencies in documentation with regards to the handling of
Change Requests, The internal documents the P-CLEC referenced are:

1.

2.

3.

Interconnect Mediated Access Change Management Plan (MA CMPI,

EDI Development Change Request (CR) Process,

Interconnect Mediated Access (MA) Basic Classifications of Distributed Defect Tracking System
(DDTsi CRs 1

These documents are deemed by Qwest to be "Confidential" in nature, and as agreed upon in the MTP,
specific information regarding their contents will not be publicly revealed.

I Document dated January 2001, Version lb
4 Document date and version number not provided
s Document dated February 28, 2001, Draft 00.05
6 Document dated December I, 2000, Version 00.03

2
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4. Interconnect Mediated Access (IMAI Process Description & Snccification. Change Request (CR)
Process)

The MA CMPdocument is being enhanced and will absorb the information that was previously contained
in the MA Basic Classifications ofDDTS CRS and theInterconnect Mediated Access (MA) Process
Description & Specification. Change Request (CR) Price_ss)document. Integratingthesetwo documents
into the MA CMP will result in the ability to reference a single, comprehensive document and become the
focal point for uniform standards for DDTS usage in MA.
The inconsistent findings that were noted iii the 'Issues' section of this Test Incident are noted and
understood. The updated MA CMP will focus on the following procedures:
- version control to maintain essential information

definition of any codes and/or abbreviations

where needed, concise process descriptions and flows will be available

- complete definitions and communication methods regarding the Change Request process

TheEDI Development Change Request (CRI Process,has been re-located. This information may now be
found in Chapter 17 of theEDI Development Handbook. A cross reference to the EDI development CR
process will also be included in the MA CMP.

l. Is there a reason why the Qwest documents contain different information about similar topics?

Yes, these documents differ in scope, content, are written at different levels and utilized by different
groups. They also have since evolved into more comprehensive documents.

1.1. Interconnect Mediated Access (MA) Change Management Plan (MA CMP)

The MA CMPiS the main source of information and reflects current change management Flow. It
defines the steps to follow in the day to day administration of change management processes. This
document will be updated to reflect planned changes ro the change management flow and will remove
inconsistencies mentioned in this Tl, The updated MA CMPwill contain a reference to the EDI
Development CR process, now found in Chapter 17 of theEDI Developers Handbook.

1.2. EDI DeveIopmet\t_ mge Requ.es_tj_cRl Process
This information is now found in Chapter 17 of theEDI Developers Handbogi,and will reference the
MA CMP for a broader view of the Change Request process.
This document focuses on EDI development processes and is a subset of the MA CMPdocument that
references CR categories and types.
For instance, theEDI Development CR Processreferences 25 CR categories, where the MA CMP
references 31 categories. This discrepancy is due to EDI developers using a subset of the categories
found in the MA CMP. Different subsets exist because development groups follow their own
developmental analysis prior to handing their CRs to the larger MA CR process. The MA CR
process, as identified in the MA CMP, is thenfollowed.

1.3. Interconnect Mediated Access (IMAi Basic Classifications of Distributed Defect Tracking
System (DDTSl CRs

The MA Basic Classifications ofDDTS CRs is a document currently being used in tandem with the
current version of the MA CMP document and will be incorporated intothe MA CMP. The MA
Basic Classifications oflDDTS CRs is scheduled to be retired on December 1, 2001 .

1.4. Interconnect Mediated Access (MA) Process Description & Specification. Change Request (CR)
Process

This document was in a draft form in July of this year and was being used by the MA System Test
organization. Qwest has since decided to incorporate that information into the MA CMP. The
processes referenced in Ir were equivalent processes referenced in the MA CMP. The MA Process

ROC_TI777_EXP3102_Qwest Response to KPMG Supp Rec_02_ l4_02
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Description & SDeciiWcation, Change Request (CRY Process is scheduled to be retired on December 1,
2001.

2. Which document(s) does Qwest use to represent its change management process?

Qwest MA refers to the MA Change Management Plan. This document is currently being updated to
reflect current change management flow. Until this document has been completed, Qwest MA refers to
the currentQv{A CMEin conjunction with the Interconnect Mediated Access (MA) Basic Classifications
of Distributed Defect Tracking System (DDTS) CRs .

Please describe how Qwest moves issues (i.e., bug fixes, requirement gaps, system enhancements)
relevant to CLECs through all phases of the Change Management Process.

The steps that CLECs employ are bund at the Wholesale System web-site found at
him;x'!www,qw¢sL_,c;on1[» vh<>lesaIe/cmp.-'wh21riscmplitlnl. Once the Change Request has been initiated
by the CLEC, the steps utilized by Qwest MA are detailed in the current version of MA CMP (and
will also be incorporated in the updated version). They are provided below for your reference:

All bug fixes, requirement gaps and enhancements follow the same lifecycle.
l. The author/ representative of the fix, requirement gap or enhancement creates a Change Request

that outlines the issue at hand.

2. The CR is recommended for a Release or a Patch.
3. Preliminary effort estimates are prepared.
4. The CR is fully defined.
5. The effort estimate to fully implement the CR is developed.
6. The CR is reviewed and approved to be included in:

6. ] . the initial Packaging of a Release
6.2. added to a Release in Progress

6.3. deployed as a Production Patch

In summary, the following documents have been addressed:

]_

2.

3.

UpdatedInterconnect Mediated Access Chance Management Plan (MA CMP). Since this
document reflects an internal process, it will be sent to the P-CLEC via the Confidential
Information Data Request process on December 1, 2001.
Interconnect Mediated 4-Lccess IIMA)_Basie_Q!_2Lssifications ofDi.gributed Defect Tracking System
(DDTSI CRs will be retired on December l, 2001. Since this document is an internal document, a
Notification regarding its retirement will not be published to the CLEC community.
Interconnect Mediated Access IIMAI Process Description & Specification, Change Request (CR)
Process) will be retired on December l, 2001. Since this document is an internal document, a
Notification regarding its retirement will not be published to the CLEC community.
The information found in the EDI Development Change Request (CRI Process now located in
Chapter 17 of the EDI Developers Handbook. The EDI Development Handbook is an internal
document, and will be sent to the P-CLEC via the Confidential Information Data Request process
on December 1, 2001.

Qwest First Supplemental Response OBS 3044 (II/29/2001):

In Qwest's previous response dated I 1/15/01, the summary section stated that the updatedInterconnect
Mediated Access Change Management Plan (I MA CMP) and theEDI Developers Handbook would be sent

3.
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to the P-CLEC* on December 1, 2001. Since this falls on a Saturday, Qwest will send the document via the
Confidential Information Data Request process on Monday, December 3, 2001.

Qwest Second Supplemental Response OBS 3044 (12/04/2001):

Qwest indicated in the 11/15/01 response that the following documents would be retired on 12/i/01:
a In tercomzecr Mediated Access (MA) Basic Cfassications 0fDistribuz'ed Defect Tracking Svsrem

(DDTS) CRs
InterconnectMedia1ed Access (MA) Process Descrz'p!z.on & SpecQ'icatz'an, Change Revues! (CR)
Process)

Both documents were retired on I2/U01. As was mentioned in the 11/15/01 response, no notification of
the retirement was issued to the CLEC community because both documents were internal to Qwest.

In addition, Qwest indicated that two documents would be provided to KPMG via the DR process:
» The Interconnect/ Mediated Access Change Management Plan (MA CMP) will be provided via

data request CM25 by 12/4/01.
The EDI Developers Handbook (including laze ED! Development Change Request (CR) Process)
was pravidea' via data request CM26 on 11/30/01.

KPMG Comments to OBS 3044 (12/17/2001):

KPMG Consulting reviewed Qwest's responses, and noted the following issues with Qwestdocuments:

M A  C M P
KPMG Consulting acknowledges the enhancement of the MA CMP to absorb the information that was
previously contained in MA Basic Classifications 0/'DDTS CR and the /MA Process Description &
Speeicarion CR Process, as well as the retirement of the latter two documents. A single and
comprehensive document is designed to enhance Qwest's ability to develop uniformgproeesses. In its
formal response, Qwest stated that the observation issues were noted and understood . However, KPMG
Consulting identified the following inconsistencies in the latest Version 1.00 oflIMA CMP, dated
November 30, 20019. For illustration purpose, we are providing an example associated with each issue,
where applicable;

1.

2.

3.

4.

Version control does not reflect previous version la and lb 10.
The document lacks a change log to document the changes made since version lb.
The Table of Contents reflects incorrect page number references. For example, MA Change
Request Life Cycle starts on page 5, not on page 6, as indicated.
The Table of Figures references figures that do not exist. For exe mole, the document does not
include the diagram Consolidated Change Request Flow (Figure 1.1).
Definitions of certain codes and abbreviations, Ag., PCB, BAP, SCM, PMO, POM, andBPL,
are missing".

7 This should read KPMG Consulting instead off-CLEC.
s Qwest quote in 4th paragraph of formal response (see page 3 in this document).
9 Qwest Quote: "MA CMP is the main source of information and reflects current change management
flow. Ir defines steps to follow in the day to day administration of change management processes. This
doculrent will be updated to reflect planned changes to the change management flow and will remove
inconsistencies mentioned in this TI".
10 Qwest quote: "The updated MA CMP will focus on the following procedures...version control to
maintain essential inforlnation". The latest version presented to KPMG Consulting following version lb
was version 1.00.
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6. The document excludes essential change management process information. Specifically:

The document lacks complete communications methods, and omits intervals for
notifications, escalations, prioritization, restoration, and documentation updates. For
example, no timeline for announcing CR prioritization or changes to a CRstatusis
provided.
The document lacks process flows. For example, no process flow for production support
or CR prioritization is presented.
The document lacks entry and exit criteria for processes.
The document does not address Testing Support and changes to test environments. For
example, testing roles and responsibilities, as well as trouble escalation procedures for
testing of new interfaces or new interface releases, are missing.

The document does not describe what tools are used to effectively manage change
requests and trouble tickets.

The document does not address the last three issues identified in the "Confidential
Information" section of KPi\/IG Consulting ls initial observation report. Qwest neither
responded to these issues, nor incorporated document revisions to address them.

•

KPMG Consulting acknowledges the current CMP re -design process, the effort that QwestandCLECs
have initiated, and the timeline that has been established to conclude the re-design efforts. However,
KPMG Consulting cannot validate that changes were made to Qwest internal documentation to reflect or
identify issues discussed and documented in the current redline CMP document I5.

KPMG Consulting would expect that, in order to accommodate changes in operations, and to include points
of interaction with the CLEC community, current Qwest documents include, at a minimum, the various
CLEC touch-points at which the inv mal OSS interface change management process interacts with the
external change management process that is undergoing restructuring. If, as Qwest has stated, the cun'ent
MA CMP document is the main source of information, and reflects current change management flows,
then the following processes do not appear to be adequately documented

Notification procedures, including intervals,
Escalation procedures, including intervals,
Restoration procedures, including intervals ,
Prioritization procedures, including intervals,
Documentation Management procedures, including intervals,
Production Support procedures, including intervals,
Major release and point release procedures, and
Testing procedures, including test environments.

11 Qwest quote: "The updated MA CMP will focLls on the following procedures deNnition of any codes
and/or abbreviations
iz Qwest quote: "Integrating these two documents into the MA CMP will result in the ability to reference a
single, comprehensive document and become the focal point for uniform standards for the DDTS usage in
MA".
13 Qwest quote: "The updated MA CMP will focus on the following procedures...complete definitions and
communication methods regarding the CR process"
14 Qwest quote; "The updated MA CMP will focus on the following procedures...where needed, concise
process description and flows will be provided".
5 The cement Draft CMP can be found at http://www,qwest gom/wholesale/cnip/redesignlitnilunder the

heading "Re-design Documentation."
is Qwest quote in section 1.1 of formal response (see page 3 in this document).
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EDI Developer iv Han book
KPMG Consulting acknowledges Qwest's incorporation of theDevelopment CR Process into chapter 17of
the EDI Developer's Handbook. A single and comprehensive document is designed to enhance Qwest's
ability to develop uniform processes. However, the document doesnotdemonstrate how Qwest
consistently integrates CLEC-initiated CRs with Qwest internal CRS. Based onareview of this document,
it appears that Qwest conducts the CR categorization, prioritization, and approval processes without CLEC
input.

The Qwest Change Management Process (CMP) is the process by which CLECs initiate updates and
enhancements to Qwest OSS interfaces. The process document in question, as indicated by Qwest's
response, "is the main source of inforrnzition" and "defines the steps to follow in the day to day

administration" of the Qwest internal OSS change management process. It is critical that the internal OSS
change management process be clearly documented and well formed for the management and
implementation of changes requested by CLECs. In the absence of a framework toevaluate, categorize,

and prioritize proposed changes, there is no assurance that Qwest OSS functionalities are enhanced to
consistently meet the needs of CLEC business operations.

QwestFormal Response to EXP 3102 (12/28/2001) :

Qwest has provided the MA Change Management Plan and the MA EDI Developer's Handbook in
response to Exception 3102. These documents define processes and procedures internal to the Interconnect
Mediated Access (MA) system. The scope of tlicse documents is limited to the management of changes
within MA. All interaction between Qwest and CLECs, including CLEC initiated Change Requests (CRs)
and trouble tickets, prioritization of CRS, communication of status, etc., is defined and managed through
the Qwest Wholesale CMP and is beyond the scope of the MA documents in question.

Qwest will, however, address KPMG ls comments (items 1 through 5 and item 6, bullet points 3 and 5
above) specific to the MA CMP.

As the issues in items 6 (bullet points 1, 2, and) and 7 are beyond the scope of the MA documents in
question, Qwest will indicate the appropriate Wholesale CMP documents and processes that address
KPMG's concerns.

The following is Qwest's response to KPMG comments specitlo to MA documents. Qwest's response is
outlined below, withKPMG's statements in italics:

J. Version control does not reflect previous version Jo and I1117.

Qwest Response; The previous MA CMP versions (la and lb) were never baselines or approved,
therefore noreference to unapproved versions are necessary in the Document History of this new Baselined
Version 01.00.00 dated November 30, 200 l .

The document Zacks a change log lo document the changes made since version lb.

Qwest Response: The previous MA CMP versions (la and lb) were never baselines or approved,
therefore no reference to unapproved versions are necessary in the Document History of this new Baselined
Version 01.00.00. Subsequent changes will be logged in the Document History on page 2.

17 Qwest quote: "The updated MA CMP will focus on the following procedures...version control to
maintain essential information", The latest version presented to KPMG Consulting following version lb
was version 1.00.

ROc_TI777_EXP3102_Qwest Response to KPMG Supp Rec_02_l4_(}2
Qwest Communications, Inc.

2.

2/15/2002 - 10:46 AM
Page 7 off



é ROC Observation 8: Exception Formal Response

The Table ofCon?ent5 reflects irlcorreclpage number references. Forexample, MA Change
Request Lzjé Cycle SM/*ts on page 5, not on page 6, as indicated.

Qwest Response; Using the "0llticc 97" version oflMs Word to open the subject document, the MA
Change Request Life Cycle starts on page 6, as indicated in the Table of Contents.

3.

The Table of Figures references gures :her do not exist. For example, the dQc1Im€r1t does
not include the diagram Consolidated Change Request Flow (Figure I. 1).

Qwest Response: All figures in the Table of Figures exist and are present in the document. In some
versions otiS Word, the Visio application requires the user to click into the area where the imported

diagram resides. Qwest will provide a separate copy of Figure 1.1 via the normal data request process.

4,

Dqfifaitions of certaitz codes and abbrevzlanons, Ag., PCB, BAP, SCM PMO, FOM, and 8PL,
are nzissingm,

Qwest Response: These will be added to the MA CMP, Section 8, Definition otlTerms, by January 11,
2002.

. . .. 19 . .
Tile document excludes essential change mama amen/ process in ormazxon _ S ac: zeal! .'g p y

• The document Zacks entry and exit criteria jbr processes..
Qwest Response: Entry and exit criteria are provided in documented processes. Since the MA CMP is a
plan, it does not provide that level ofdctail. An example of a documented process is the document
identified as the seventh reference and titled, "System Test CR Verification Procedure". Qwest will
provide acopyof this document via the normal data request process .

The document does 1zor describe who! fools are used to eeciively managechange

requests'and trouble tickets.
Qwest Response: DDTS is the tool used to manage change requests. The "ClearDDTS Users Guide" is the
first document indicated under References, cited in Section 8, Definition of Terms, under "DDTS". The
"Creation and Administration of Process-related DDTS Change Requests Process" is thefifthReference,
which is cited in Section 2.g.6 in the body of the MA CMP. Change requests logged in DDTS include a
reference to trouble tickets where appropriate. Trouble tickets are initiated by the Wholesale Systems Help
Desk and nnnaged in Problem Change Request Management (PCRM).

The document does not address the last three issues identified in the "Confidential
Injbrtezatfon " section of KPMG CortsuHir1g 's initial observation report. Qwestneither
responded tothese issues, nor incorporated document revisions to address them.

Qwest Response: These issues targeted the old, non-baselincd version lb of the MA CMP, and have been
resolved in the new baselines MA CMP version 01.00.00. Qwest further responds to Item #7 in
Confidential Attachment A,

7,

The following is Qwest's response to KPMG comments specific to the Wholesale CMP process. Qwest's
response is outlined below, with KPMG's statements in italics;

The document excludes exsenrial change /zumagemenlproeess injbrmation20. Specu'icaNy.'

18 Qwest quote: "The updated WMA CMP will focus on the following procedures...definition of any codes
and/or abbreviations
19 Qwest quote: "Integrating these two documents into the MA CMP will result in the ability to reference a
single, comprehensive document and become the focal point for uniform standards for the DDTS usage in

MA".
20 Qwest quote: "Integrating these two documents into the MA CMP will result in the ability to reference a
single, comprehensive document and become the focal point for uniform standards for the DDTS usage in

MA" .
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The document lacks complete communications methods, and omits in tervalsfbr
notuicalions, escalations, priorizizalion, restoration, and documentation updates. For
example, no timeline for announcing CR prioritizaffon or changes to a CR status is
pm vfded2].

Qwest Response: The change managernem process is defined by Wholesale CMP process and described in
the Wholesale CMP documents "Changes To Existing OSS Interfaces" and "Qwest Proposed CR
Prioritization Language" (Attachments B and C). The Wholesale CMP process (not the MA Change
Management Plan) defines this process.

The document lacks prcJcessj'Iows'. For example, no proeessjlowfor production support
or CR prioritization is presented.

Qwest Response: Qwest and the CLECs are currently negotiating the Wholesale CMP redesign. Qwest
anticipates that this effort will be completed by January 3 1, 2002. This date is tentative and is dependent
on satisfactory participation and cooperation of the CLECs. Qwest will complete a Wholesale CMP
Methods and Procedures document approximately 30 days after the completed Wholesale CMP redesign.
The Methods and Procedures document wit] include the process flows cited by KPMG as missing.

The document does no! address Testing Szzppor! and changes to leg! environments. For
example, leszing roles and responsibilities, as well as trouble esealalion procedures for

testing of new interfaces or new interface releases, are missing,
Qwest Response: Testing is addressed in the Wholesale CMP document "Changes To Existing OSS
Interfaces", Section I (Attachment B).

KPMG Consulting would expect Thai, in order to accommodate changes in operations. and to include
points ufinleraclion with the CLEC community, current Qwest documents include, at aminimum, the
variousCLEC touch-points Ar which the internal OSS interface change mamrgementprocess interacts with
the external change mczncfgemerttprocexs that is undergoing restructuring. M as Qwest has stated,the
current MA CMP document is the main source fin_{Orlnatiorz, and reflects current citange management
1zfw2/, then the./bllowi/tgprocesses do not appear to be adequately documented;
Qwest Response: Due to the tentative process adopted in the CMP, the CMP process is the: main source of
information and not the [MA CMP.

EDI De eloper's Handbook
KPMG Consulting acknowledges Qwest's incorporation of the Development CR Process into chapter 17 of
the EDI Developer's Handbook. A single and comprehensive document is designed to enhance Qwest's
ability to develop uniform processes. However, the document does not demonstrate how Qwest
consistently integrates CLEC-initiated CRs with Qwest internal CRs. Based on a review of this document,
it appears that Qwest conducts the CR categorization, prioritization, and approval processes without CLEC
input.

Qwest Response; The EDI Developer's Handbook is an internal document referenced in the MA Change
Management Plan (CMP). It is not intended to involve direct CLEC input, which occurs at the Wholesale
and MA levels, as indicated in the Qwest Wholesale Change Management Process, cited in the Scope of
the MA CMP and again in Section 6, OSS Supplier Change Request (CR) Management.

21 Qwest quote: "The updated. MA CMP will focus on the following procedures..
communication methods regarding the CR process".
22 Qwest quote: "The updated MA CMP will focus on the following procedL1res...wl1ere needed, concise
process description and flows will he provided".
23 Qwest quote in section 1.1 of formal response (sec page 3 in this document).

.complete dsiinitions and
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Qwest Supplemental Response to EXP3102 (01/I4/2002)  :

Qwest committed to the following action item in the 12/28/01 response, under issue #5:
"[KPMG Comments]Defnition.v ofcerlain codes and abbreviaz'ions, e,g., PCB, BAP, SCM, PMO,
FOM, and BPL, are mLvsing24.
[Qwest Response] These will be added to the MA CMP, Section 8, Definition of Termx, by
January 11, 2002. "

Qwest completed the updates to the MA Change Management Plan on 1/7/02, Qwest will provide KPMG
the updated document via the data request process by 1/15/02 (DR # TI-777Sl EXP 3102).

KPMG Comments to EXP 3102 (01/16/2002):

KPMG Consulting reviewed Qwest's response, along with information provided in relation to the
confidential portion of this report. KPMG Consu]ting's response is comprised of two parts, a process
review and a documentation review. The confidential portion of the documentation review includes
Attachment A, submitted to Qwest separately through the data request process.

OSS Interface ChangeManagement Process Review
KPMG Consulting recognizes Qwest's posilion that the scope of the MA Change Management Plan and
the MA EDI Developer's Handbook is limited to the processes and procedures internal to the Interconnect
Mediated Access (MA) system. Qwest draws a distinction between the Wholesale Change Management
Process (CMP) that is currently undergoing redesign, and the internal processes that are used to manage
MA changes within Qwest. Qwest identified the specific issues (four of the eleven total) raised in KPMG

Consuiting's first response that it considers out of scope for the MA CMP document. Qwest did, however,
provide a response to all oflKPMG Consulting's comments.

Although KPMG Consulting agrees that the internal process is not the main focus of the OSS Change
Management Test , it contends that the test scope should include an analysis of how Qwest formally applies
changes to OSS interfaces, including MA for EDI and GUI. By definition, the management of changes to
MA involves the Change Management Process. KPMG Consulting does not agree that the two change

processes (i.e., internal and external) can be considered independently, but instead maintains that they
should be adequately integrated and include consistent sub-processes.

The January 17, 2002 Systems CMP Team Meeting Distribution Package" contains references to multiple
MA Change Requests initiated by CLEC5 and Qwest. MA continues to be the primary vehicle or

interface system by which CLECs submit their pre -orders arid orders to Qwest. Therefore, KPMG
Consulting believes that the adequacy of the methods by which Qwest's internal process is documented and
operated, especially within the context of both CLEC-initiated and Qwest-initiated changes, has direct
relevance to how these changes are managed for the external, Wholesale CMP. The nature oflKPMG
Consulting's end-to-end testing is such that it does, at times, require et review of business processes internal
to Qwest, but impacting to certain wholesale processes, such as Change Management,

14 Qwest quote:"The updated MA CMP will focus on the following procedures. "definition of any codes
and/or abbreviations".
25 Available at Qwest Wholesale Web site at the following URL:
http:i/wyvw.q,vf'est.coln/wlmlesalc/'downloads./2007./()201 l liProductI'rocess.la11DistPackage.pdf

ROC_TI777_EXP3102_Qwest Response to KPMG Supp Rec_02_
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If, as Qwest has stated, the current MA CMP document is the "main source ofinformalion," and reflects
current change management l̀ low26," KPMG Consulting contends that the following processes remain
inadequately documented:

a.
b.
c.
d.
e_
f.
g,
h.

Notification procedures, including intervals,
Escalation procedures, including intervals,
Restoration procedures, including intervals,
Priorit ization procedures, including intervals,
Documentation Management procedures, including intervals,
Production Support procedures, including intervals,
Major release and point release procedures, and
Testing procedures, including test environments.

MA CMP Documentation Review
Versioncontrol does not reflect previous version la and 1b.27
in its November 15, 2001 response, Qwest indieuted that the MA CMP document was to be enhanced, and
would focus on version control ro maintain essential information. In its December 28, 2001 response,
Qwest stated that the MA CMP versions (la and lb) had not been base-lined or approved and, therefore,
would require no updates to the Document History. KPMG Consulting requests that Qwest provide a
description of the steps taken to ensure document management controls for non base-lined and unapproved
versions of MA CMP, if such sub-processes exist. This request notwithstanding, KPMG Consulting
maintains that this example represents a relatively insignificant problem related to documentation. As part
of its retest, KPMG Consulting will review Qwest's January in, 2002 version of the MA CMP for version
control.

The document lacks a change log to document the changes made since version lb.
In its response, Qwest stated that the previous MA CMP versions (la and lb) had not been base-lined or
approved, KPMG Consulting would expect that future MA documents clearly indicate whether or not
they have been approved as official baselines documents.

The Table of Contents reflects incorrect page number references. For example, MA Change
Request Life Cycle starts on page 5, not on page 6, as indicated.
In its response, Qwest stated that the document displayed correct page numbers with a particular version of
MS Word. KPMG Consulting reviewed the revised hard copy and electronic versionsof thedocument, and
concludes that this issue is resolved.

The Table of Figures references ligules that do not exist. For example, the document does not
include the diagram, Consolidated Change Request Flow (Figure 1.1).
In its response, Qwest stated that figures were present in the document, and that in some versions ohMs
Word, diagrams prepared with Visio do not display correctly. KPMG Consulting confirms receipt of
Figure 1.1 on December 3 1, 2001, and receipt of the MA CMP document on January 15, 2002. KPMG
Consulting has determined that flowcharts are referenced appropriately, and can be read using Microsoft
Word for Windows 2000 to view the displays. This issue is resolved.

to Qwest quote in section Llofformal response (see page 3 of this document).
27 Qwest quote: "The updated MA CMP will focus on the following proccdures...version control to
maintain essential information." The subsequent version presented to KPMG Consulting following version
lb was version 1.00.
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Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FDM, and BPL, are
missing28.
In its response, Qwest stated that the revised MA CMP document would include relevant definitions for the
above terms. KPMGConsulting will review the revised document for descriptions of these and any new
acronyms included in the document. (Qwest provided this document to KPMG Consulting on January 15,
2002),

The document excludes essential change management process infonnation,"
The document lacks entry and exit criteria for processes.

In its response, Qwest stated that entry/exit criteria are included in documentedprocesses(e.g., System Test
CR Vei'u'icazion Procedure),but not in any of the documented plans (e.g., MA CMP). KPMGConsulting
confirms the receipt of theSystem Test CR VerQ'icatz'on Procedure document on December 31 , 2001 .
KPMG Consulting would expect to observe consistent definitions and levels of detail, across different
document types, to support critical wholesale functions, such as how Qwest verifies and validates change
requests for further processing and consideration. KPMG Consulting will review the SystemTest CR
Ver{/icatfon Proceduredocument, along with the revised MA CMP document, for entry and exit criteria..

specifically:

The document does not describe what tools are used to effectively manage change requests and
trouble tickets.

In its response, Qwest stated that DDTS is the tool used to manage change requests. The DDTS tool is
documented inthe C1earDDTS Users Guide. For Trouble Ticket management, Qwest usesPCRM,which
isdocumented inPCRM Description document (DR IDI47). KPMG Consulting requests that Qwest
provide updated documentation for both applications (DDTS and PCRM) that document the processes,
roles and responsibilities, and the manner in which the applications support CLECs. KPMGConsulting
requests documentation that deiincs how Qwest processes (for Change Request Management and Trouble
Ticket Management) support the integration of the Wholesale CMP with the Wholesale System Help Desk
(WSHD) and other CLEC touch-points within the Qwest organization. Such documentation might include
current process descriptions, roles and responsibilities, and how, specifically, the application supports
Qwest in operating Change Management.

The document lacks complete communications methods, and omits intervals for notifications,
escalations, prioritization, restoration, and documentation updates. For example, no timeline for
announcing CR prioritization or changes to a CR status is provided.30

in its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by Qwest and
CLECS, would specify the above processes and procedures. KPMG Consulting was unable to validate
these processes on the b asks of proposed CMP language, yet to be approved by CLECs and implemented
within Qwest.

The document lacks process flows. For example, no process flow for production support or CR
_ . . . . '§

prlorltlzatlon is presented* 1

Inits response, Qwest stated that it would completea Wholesale CMP Methods and Proceduresdocument
within one month after the completion ollCMP Redesign, and that the redesign effort is anticipated to be
completed by January 3 l , 2002. KPMG Consulting understands that redesign meetings are scheduled at

is Qwest quote: "The updated MA CMP will focus on the following procedures detinition of any codes
and/or abbreviations."
29 Qwest quote; "Integrating these two documents into the MA CMP will result in the ability to reference a
single, comprehensive document and become the focal point for uniform standards for the DDTS usage in
M A . "
30 Qwest quote: "The updated MA CMP will focus on the following procedurcs complete definitions and
communication methods regarding the CR process."
31 Qwest quote: "The updated MA CMP will focus on the following procedures...where needed, concise
process description and flows will he provided."

ROC_TI777_EXP3 I02_Qwest Response to KPMG Supp Rec_02 l4_02
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least though April 2002, but will reviewthe Wholesale CMP Methods andProceduresdocument when it
becomes available.

The document does not address Testing Support and changes to test environments. For example,
testing roles and responsibilities, as well as trouble escalation procedures for testing of new interfaces or
new interface releases, are missing.

In its response, Qwest stated that the Wholesale CMP process, which is undergoing revision by Qwest and
CLECs, would specify the above processes and procedures. KPMG Consulting was unable to validate
these processes on the basis of proposed CMP language, yet to be approved by CLECs and implemented
within Qwest. This issue remains open until the above processes and procedures can be hilly tested,

The document does not address the last three issues identified in the "Conlidential Information"

section of KPMG Consulting's initial observation report. Qwest neither responded to these issues,
nor incorporated document revisions to address them.

Refer to confidential Attachment A for KPMG Consulting comments related to the documentation review.

EDI Developer's Handbook DocumentReview
In its response, Qwest stated that theEDI Developers Handbook is an internal document, referenced inthe
MA CMP,which does not involve direct CLEC input. This, according to Qwest, occurs atthe Wholesale

CMP and [AM CMP levels. Although KPMG Consulting recognizes the purpose of the referenced
handbook, it requests that Qwest demonstrate and document the steps taken to ensure that Qwest-initiated,
CLEC-impacting CRs are visible to CLECs. Likewise, Qwest has 11st yet provided a full description of the
framework that Qwest uses internally to apply changes to the MA interface with CLEC input. For
example, CLEC input is required during CR prioritization and CR packaging for MA releases. Qwest and
CLI8Cs arc currently collaborating to define the details of this interaction in the CMP Redesign Workshops.

KPMG Consulting requests that Qwest submit the revisedEDI Developer's Handbook document for
review, This issue is unresolved.

KPMGConsulting recommends that Exception 3102 remain open pending resolution of the issues
identified above, as wet] as those identified in Attachment A,

Qwest Response to KPMG Commentsfor EXP 3102 (01/25/2002) :

Qwest reviewed KPMG Consulting's 01/16/02 response to Exception 3102. Qwcsl's response is
outlined below, with KPMG's statenlents ill italics:

OSS Interface Change Management Process Review

If, as Qwes! has stated, the current MA CMP document is the "mainsourceofinformaiion, " Ana' reflects
current change rrzcmagementflow, " KPMG Cons zilting contends that rhefollowirzgprocesses remain
inadequately documented:

a.
b.

c.
d.
e.

.f
g,
h.

Nolyicalion procedures, including intervals;
Escalation procedures. including intervals;
Restoration procedures. including intervals;
Prloritizalion procedures, including intervals,"
Documelzlcllion Management proceclures, including intervals,
Production Support procedures, including intervals;
Major release endpoint release pro endures;and
Textingprocedures, including testenvironmerlls.

ROC_TI777_EXP3 I 02_Qwest Response to KPMG Supp Rec_02_l4_02
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Q w e s t R e s p o n s e :  A s  a n  i n i t i a l  m a t t e r ,  Q w e s t  w i s h e s  t o  c l a r i f y  a  p o s s i b l e  m i s u n d e r s t a n d i n g .  I n  t h e

c o m m e n t s  a b o v e ,  K P M G  C o n s u l t i n g  r e f e r e n c e d  t h e  s t a t e m e n t  m a d e  i n  Q w e s t ' s  1 1 / 1 5 / 0 1  f o r m a l

r e s p o n s e ,  " T h e  M A  C M P  d o c u m e n t  i s  t h e  m a i n  s o u r c e  o f  i n f o r m a t i o n  a n d  r e f l e c t s  c u r r e n t  c h a n g e

m a n a g e m e n t  f l o w " .  T h i s  s t a t e m e n t  w a s  m a d e  i n  r e s p o n s e  t o  q u e s t i o n s  a b o u t  f o u r  s p e c i f i c  M A

d o c u m e n t s .  I n  i t s  1 2 1 1 7 / 0 1  r e s p o n s e ,  K P M G  C o n s u l t i n g  d i s c u s s e d  i n t e r a c t i o n  w i t h  t h e  C L E C

c o m m u n i t y  a n d  C L E C  t o u c h  p o i n t s  a n d  q u e s t i o n e d  a d e q u a t e  d o c u m e n t a t i o n  o f  t h e  e i g h t  p r o c e s s e s

a b o v e .  I n  t h e  c o n t e x t  o f  c h a n g e  m a n a g e m e n t  a s  i t  r e l a t e s  t o  C L E C s ,  i t  i s  t h e  e x t e r n a l  W h o l e s a l e

C M P  a n d  n o t  t h e  i n t e r n a l  M A  C M P  t h a t  d e f i n e s  Q w e s t ' s  p r o c e s s e s  f o r  s u p p o r t i n g  C L E C s .

S e c o n d ,  t o  a d d r e s s  c o n c e r n s  i d e n l i l i e d  i n  K P M G ' s  " O S S  C h a n g e  M a n a g e m e n t  I n t e r f a c e  P r o c e s s

R e v i e w " ,  Q w e s t  s t r e s s e s  t h a t  t h e  e x t e r n a l  W h o l e s a l e  C M P  d r i v e s  Q w e s t ' s  i n t e r n a l  s y s t e m  p r o c e s s e s .

T h u s ,  i n t e r n a l  d o c u m e n t a t i o n  t h a t  i n t e g r a t e s  Q w e s t ' s  i n t e r n a l  p r o c e s s e s  w i t h  e x t e r n a l  C M P

p r o c e s s e s  i s  d e p e n d e n t ,  t o  a  l a r g e  e x t e n t ,  o n  t h e  e x t e r n a l  C M P  d o c u m e n t a t i o n  b e i n g  i n  p l a c e .  A s

K P M G  i s  a w a r e ,  t h e  e x t e r n a l  s y s t e m s  C M P  R e d e s i g n  w i l l  s o o n  b e  c o m p l e t e .  S i n c e  K P M G

C o n s u l t i n g  w o u l d  l i k e  Q w e s t  t o  d e m o n s t r a t e  a  d o c u m e n t e d  i n t e g r a t i o n  o f  e x t e r n a l  ( C L E C  f a c i n g )

a n d  i n t e r n a l  c h a n g e  m a n a g e m e n t  p r o c e s s e s ,  Q w e s t  w i l l  p r o v i d e  a  d o c u m e n t  t o  K P M G  C o n s u l t i n g

t h a t  d e f i n e s  t h e  e x i s t i n g  i n t e g r a t i o n  o f  e x t e r n a l  a n d  i n t e r n a l  p r o c e s s e s  b y  F e b r u a r y  7 ,  2 0 0 2 .

M A  C M P  D o c u m e n t a t i o n  R e v i e w

I . V e r s i o n  c o n t r o l  d o e s  n o t  r e f l e c t  p r e v i o u s  v e r s i o n  l a  a n d  l b .

I n  i t s  N o v e m b e r  1 5 ,  2 0 0 1  r e s p o n s e ,  Q w e s t  i n d i c a t e d  t h a t  t h e  M A  C M P  d o c u m e n t  w a s  t o  b e  e n h a n c e d ,  a n d

w o u l d  f o c u s  o n v e r s i o n  c o n t r o l  t o  m a i n t a i n  e s s e n t i a l  i n f o r m a t i o n .  I n  i t s  D e c e m b e r  2 8 ,  2 0 0 1  r e s p o n s e ,

Q w e s t  s t a t e d  t h a t  t h e  M A  C M P  v e r s i o n s  ( I a  a n d  l b )  h a d  n o t  b e e n  b a s e - l i n e d  o r  a p p r o v e d  a n d ,  t h e r e f o r e ,

w o u l d r e q u i r e n o  u p d a t e s  t o  t h e  D o c u m e n t  H i s t o i g v .  K P M G  C o n s u l t i n g  r e q u e s t s  t h a t  Q w e s t  p r o v i d e  a

d e s c r i p t i o n  o f  t h e  s t e p s  t a k e n  t o  e n s u r e  d o c u m e n t  m a n a g e m e n t  c o n t r o l s f o r  n o n  b a s e - l i n e d  a n d  u n a p p r o v e d

v e r s i o n s o f l M A  C M P ,  i f s u c n  s u b - p r o c e s s e s  e x i s t .  T h i s  r e q u e s t  n o t w i ! l 1 s t r m a ' z ' n g ,  K P M G  C o n s u l t i n g

m a i n t a i n s  t h a t  t h i s  e x a m p l e  r e p r e s e n t s  a  r e l a t i v e l y  i n s i g n g i c a n t p r o b i e n z  r e l a t e d  t o  d o c u m e n t a t i o n .  A s  p a r t

o m i t s  r e t e s t ,  K P M G  C o n s u l t i n g  w t ! !  r e v i e w  Q w e s t  ' s  J a n u a r y  1 5 ,  2 0 0 2  v e r s i o n  ( i r e  M A  C M P f o r v e r s i o n

c o n t r o l .

Qwest Response: Working documents, prior to Vaselining, are version controlled in the MA
Document Repository, located on the local area network, Working documents contain a document
change log, which records the revision history. Once the document is baselines, the revision history
of the working document is deleted.

2 . T h e  d o c u m e n t l a c k s  a  c h a n g e  l a g  t o  d o c u m e n t  t h e  c h a n g e s  m a d e  s i n c e  v e r s i o n  l b .

I n  H e  r e s p o n s e ,  Q w e s t  s r a t e d  t h a t  t h e  p r e v i o u s  M A  C M P  v e r s i o n s  ( I a  a n d  l b )  h a d  n o t  b e e n  b a s e - l i n e d  o r

a p p r o v e d .  K P M G  C o n s u m i n g  w o u l d  e x p e c t  r h a l f u f u r e  M A  d o e u m e n l v  c l e a r l y  i n d i c a t e  w h e t h e r  o r  n o t  t h e y

h a v e  b e e n  a p p r o v e d  a s  Q / _ t i c i a l  b a s e l i n e s  d o c u m e n t s .

Qwest Response: Future MA documents will indicate whether Ur not they have been baselines and
approved.

T h e  T a b l e  o f  C o n l e n t s  r e f l e c t s  i n c a r r e c t p a g e  n u m b e r  r e f e r e n c e s .  F o r  e x a m p l e ,  M A  C h a n g e

R e q u e s t  L i f e  C y c l e  s t a r t s  o n  p a g e  5 ,  n o t  o n  p a g e  6 ,  a s  i n d i c a t e d .

I n  i t s  r e s p o n s e ,  Q w e s t  s t a t e d  t h a t  t h e  d o c u m e n t  d i s p l a y e d  c o r r e c t  p a g e  n u m b e r s  w i t h  a  p a r t i c u l a r  v e r s i o n

o h M S  W o r d .  K P M G  C o n s u l t i n g  r e v i e w e d  t h e  r e v i s e d  h a r d c o p y  a n d  e l e c t r o n i c  v e r s i o n s  o f  t h e  d o c u m e n t ,

a n d  c o n c l u d e s  t h a t  t h i s  i s s u e  i s  r e s o l v e d .

3.

Q w e s t  R e s p o n s e '  N o  Q w e s t  a c t i o n  r e q u i r e d .

R O C _ T I 7 7 7 _ E X P 3 1 0 2  Q w c s t  R e s p o n s e  t o  K P M G  S u p p  R e c - 0 2 _ l 4 _ 0 2

Q w e s t  C o m m u n i c a t i o n s ,  I n c .
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The Table of Figures referencesjigures that do no! exist. For example, the document does
not include the diagram, Consolidated Change Request Flow(Figure1.1).

In its response, Qwest stated tharjigures were present in the document, and that in some versions ohMS
Word, diagrams prepared with Visio do no! display correctly. KPMG Consulting confirms receipt of
Figure l.l on December 31, 2001, and receipt of the MA CMP document on January 15, 2002. KPMG
Consulting has determined thatjlowclrarts are referenced appropriately, and can be read using Microsoft
Word for Windows 2000 to view the displays. This issue isresolved.

4.

QwestResponse: No Qwest actionrequired.

5. Definitions Q;"cer!¢zin codesand c1l;lJrevzlatz'ons, Ag.,PCB, BAP, SCM,PMO,FOM, andBPL,
are .'ni.vsz.11g.

In its re.s'}Jun.ve,Qwest staled that the revised MA CMP document would include relevant dej'initz'on.l')'br iN
above terms. KPMG Consulting will review Zlze revised document/br descriptions of these and any new
acronyms included in the document. (Qwest provided this document roKPMG Consulting on January 15,
2002) .

Qwest Response: No Qwest action required.

The document! excludes essential change management process information, speeyically:
(a) The document lacks ent1;v and exit cri1eriaJfbrproee.v.ves.

In its response, Qwest stated that entry/exit criteria are included in documented processes {e_g., System Test
CR Verification Procedure), but not in any of the documented plans (e.g., MA CMP). KPMG Consulting
confirms the receipt of the System Test CR Verification Procedure document on December 3 l, 2001.
KPMG Consulting would expect to observe consistent definitions and levels of detail, across different
document types, to support critical wholesale functions, such as how Qwest verifies and validates change
requests for further processing and consideration. KPMG Consulting will review the System Test CR
Verification Procedure document, along with the revised MA CMP document, for entry and exit criteria.

Qwest Response: No Qwest action required.

(Zn) The document does not describe who? tools are used to e/jectively manage change
requests and trouble tickets.

in its response, Qwest stated that DDTS is the tool used to manage change requests. The DDTS tool is
documented in the ClearDDTS Users Guide. For Trouble Ticket management, Qwest uses PCRM, which
is documented in PCRM Description document (DR ID147). KPMG Consulting requests that Qwest
provide updated documentation for both applications (DDTS and PCRM) that document the processes,
roles and responsibilities, and the manner in which the applications support CLECs. KPMGConsulting
requests documentation that defines how Qwest prices see (for Change RequestManagementand Trouble
Ticket Management) support the integration of the Wholesale CMP with theWholesaleSystem Help Desk
(WSHD) and other CLEC touch-points within the Qwest organization. Suchdocumentation might include
current process descriptions, roles and responsibilities, and how, specifically, the application supports
Qwest in operating Change Management.

Qwest Response: Qwest will provide a response to this issue by February 7, 2002.

(c) The document lacks complete communioiltions methods, and omits in tervolsfor
no!uicarions, escalations, prioritization, restoration, and documentation updates. For
example, no iimelinejOr announcing CR prioritization or changes to a CR status is provided.

In its response, Qwest sited that the Wholesale CMPprocess, which is undergoing revision by Qwest and
CLECs, would speck the above processes andproeedures. KPMG Consulting was unable Io validate
these processes on the basis of proposed CMP language, yet to be approved by CLECs and implemented
within Qwest.

Roc_TI777_Exp3l02_Qwest Response to KPMG Supp Rec_02_14_02
Qwest Communications, Inc .
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Qwest Response: Qwest understands that KPMG will review the above processes and procedures
upon completion of the systems portion of the CMP Redesign. The systems portion of the CMP
Redesign effort is anticipated to be completed by January 24, 2002.

(d) The document lacks processjlows. For example, no process/low/brproductian support
or CRpriori!izazion is presented.

In ifs response, Qwest stared that in would complete a Wholesale CMP Methods and Procedures document
within one month after the co nfplerio n ofCMP Redesign, and that the redesign effort is anticipated to be
completed by January 3 I, 2002. KPMG Consulting understands that redesign meetings are scheduled at
feast through April 2002, but will review the Wholesale CMP Methods and Procedures document when if
becomes available.

Qwest Response: Qwest understands that KPMG will review the Wholesale CMP Methods and
Procedures document, to be completed by Qwest within one month after the completion of the
systems portion of the CMP Redesign. The systems portion of the CMP Redesign is anticipated to be
completed by January z4, 2002.

(e) The document does no! address Testing Support and changes to rest environments. For
example, testing roles and re.vponsibilitie.v, us well as trouble escalation procedures for
resting of new interfaces or new interjkzce releases, are missing.

In its response, Qwest sited :her Ilse Wholesale CMPprocess, which is undergoing revision by Qwest and
CLECs, would specify ire above processes anclprocedures. KPMG Consulting was unable to validate
these processes on the basis of proposed CMP language, yet lo be approved by CLECs and implemented
within Qwest. This issue remains open until the above processes and procedures can befully tested.

Qwest Response: Qwest understands that KPMG will review the above processes and procedures
upon completion of the systems portion of the CMP Redesign. The systems portion of the CMP
Redesign effort is anticipated to be completed by January 24, 2002.

The document does not address the last three i55ue5 idenwied in the "Confidential
Information " section oflCPMG Consulring'5 initial observation report. Qwest neither
responded to these issues, nor fn cotguorated document revz'sion.s' to address them.

Refer to conj'identiaIAttac/tnzent A/Or KPMG Consulting comments related to the documentation review.

7.

Qwest Response: To date, Qwest has not received confidential Attachment A, referenced on pages 12
and 16, and therefore is unable to fur thee respond to these three issues.

EDI Developer's Handbook Document Review
In its response, Qwest stated :her the EDI Developer 's Handbook is an internal document, referenced in
the MA CMP, which does not involve direct CLEC input. This, according lo Qwest, occurs at the
WholesaleCMP and MA CMP levels. Although KPMG Consuming recognizes tNepurpose of the
referenced handbook, it requests that Qwes! demonstrate and document the steps taken to ensure that
Qwest-initiated, CLEC-impacting CRs are visible lo CLECs. Likewise, Qwesthcls no! yet provided aiOli
description oflhefra/nework that Qwest uses in ternrIliy Io apply chcmges lo the [MA interface with CLEC
input. For example, CLEC input is required during CR prioriiizorion and CR pockagingfor MA releases.
Qwest and CLECs are currently collaborating to define the details of this interaction in the CMP Redesign
Workshops.

KPMG Consulting requests that Qwest submit the revised EDI Developer 's Handbook documenzfor
review. This issue is unresoivcd.

ROC_TI'/77-EXP3 l02__Qwest Response to KPMG Supp Rec_02_
Qwest Communications, Inc.
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Qwest Response: Section 6 of the MA CMP directs MA staff to the process for making CLEC-
impacting CRS visible to CLECs. Section S of the MA CMP provides the linkage to the EDI
Developer Handbook.

Qwest Supplemental Response to KPMG Comments Jr EXP3102 (02/07/2002)'

in the January 25, 2002 response to KPMG comments, 0wcstls response to the "OSS Interface Change
Management Process Review", included a commitment to provide a document toKPMG Consulting that
defines the existing integration of externzil and internal processes by February 7, 2002. This document is
being provided via the usual data request process (DR no. TI-777Sl).

IntheJanuary25, 2002response to KPMG comments, Qwest committed to respond to item 6(b) of the
"MA CMP Documentation Review" by February 7, 2002, Qwest's response is as follows:

ClearDDTS is a Rational Software product. The ClearDDTS Users Guide is Rational Software proprietary
and can not be distributed by Qwest. ClearDDTS is a software enhancement and defect tracking tool used
intcmally by Qwest to track the status oflMA CRs. Clea1'DDTS is used to support the efforts of Qwest
personnel engaged in MA development and production support and is not meant to support Qwest's
relationship with CLECs.

In the "Proprietary Information" section of KPMG's January 22, 2002 response to Observation 3052 (TI
676), KPMG requested that Qwest provide additional information on the PCRM application. Qwest
committed to provide this information in response to Observation 3052 (TI 676) by February 1 l, 2002.
Qwest recommends that KPMG refer to the February ll, 2002 response to Observation 3052 (TI 676) to
address the PCRM portion of item 6(b).

QwestSupplemelzMl Response (02/08/2002):

Qwest made the following commitment in the 1/25/02 response:
"Q well will provide a docwnenl to KPMG Consulting thatdefines the existing integration of
external and internalproces.ve.v by February 7, 2002. "

Qwest provided theWholesale CMP lnlegrarionDocument via data request# TI-7'17 SO (E3102) on 2/8/02.

KPMG Supplemental Reconunenclation (02/H/2002)

As structured in previous responses to this Exception, KPMG Consulting's response is composed of two
parts, a process review and u documentation review. KPMG Consulting sent Attachment A for this portion
of the review to Qwest on January 30, 2002. There is 110 confidential portion included with this February 6,
2002 review. This Exception was the subject of discussion at an Observation and Exception focused call
held on January 3 l , 2002.

OSS Interface Change Management Process Review

KPMG Consulting's position, that the internal and external change management processes are inter-related
and should therefore be integrated with consistent and documented sub-processes, has not changed. KPMG
Consulting believes that the formal management of changes applied to MA EDI and MA GUI involves
the Wholesale Change Management Process, whether the change originates internally from Qwest or
externally from CLECs.

ROC_TI'/'77_EXP3 l02__Qwest Response to KPMG Supp Rec_02-14_02
Qwest Communications, Inc.
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KPMGConsulting interprets Qwest's clarification about the MA CMP statement from previous
response" to mean that this may have been a misstatement or that the original statement may have been
taken out of context. Regardless, Qwest has reiterated the point that it is the external Wholesale CMP, and
not the internal MA CMP, thatdefines Qwest's processes for supporting CLECs. Qwest also stressed in
its response that the external Wholesale CMP drives Qwest's internal system processes, including the MA
CMP. Thus, KPMG Consulting expects that internal documentation such as the MA CMP or the new
integration document include details about the sub-processes listed in reference items (a) through (h).
KPMGConsulting will review the document that defines the integration of external and internal processes
when it becomes available.

MA CMP Documentation Review

1. Version control does not reflect previous version la and lb.
Qwest Response: Working documents, prior to Vaselining, are version controlled in the MA Document
Repository, located on the local area network. Working documents contain a document change log, which
records the revision history. Once the document is baselines, the revision history of the working document
is deleted.
KPMG Consulting reviewed Qwest's January 15, 2002 version of the MA CMP and confirms that version
control is present. This issue is resolved.

2. The document lacksa change logto document the changes made since version lb.
Qwest Response; Future MA documents will indicate whether or not they have been baseline and
approved.
KPMG Consulting reviewed Qwest's January 15, 2002 version of the MA CMP and found Versioning and
baseline and approval status to be present. This issue is resolved.

3. The Table of Contents reflects incorrect page number references. For example, MA
Change Request Life Cycle starts on page 5, net on page 6, as indicated.

This issue is resolved.

4. The Table of Figures references figures that do not exist. For example, the document does
not include the diagram, Consolidated Change Request Flow (Figure 1.1).

This issue is resolved.

5. Definitions of certain codes and abbreviations, e.g., PCB, BAP, SCM, PMO, FOM, and
BPL, are missing.

KPMGConsulting reviewed Qwest's January 15, 2002 version of the MA CMP and found that the
document contains definitions of all referenced codes and abbreviations. This issue is resolved.

6. The document excludes essential change management process information, specifically:

(a) The document lacks entry and exit criteria for processes.
Qwest Response; No Qwest action required.
KPMG Consulting reviewed the "System Test CR Verification Procedure" document, along with the
revised "MA CMP" document. The Qwest distinction between a process document and a plan document
is not apparent. The referenced process document, "System Test CR Verification Procedure", identities
entry and exitconditions. The plan document, "MA CMP", provides similar procedural detail and
instructions as the "System Test CR Verification Procedure". However, KPMG Consulting was unable to
locate entry and exit criteria. This issue remainsunresolved.

32 "The MA CMP document is the main source of information and reflects current change management
flow" Qwest 11/15/01 Response, Section l. 1, page 4 (of this KPMG Consulting 02-06-02 document).

ROC_TI777_EXp3102_Qwes& Response Io KPMG Supp R€c_02_14_01
Qwest Communications, Inc.
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(b) The document docs not describe what tools arc used to effectively manage change requests
and trouble tickets.

Qwest Response; Qwest will provide a response to this issue by February 7, 2002.
KPMG Consulting will review the updated DDTS and PCRM documents upon receipt. This issue remains
unresolved.

(c) The document lacks complete communications methods, and omits intervals for notifications,
escalations, prioritization, restoration, and documentation updates. For example, no timeline
for announcing CR prioritization or changes to a CR status is provided.

Qwest Response: Qwest understands that KPMG will review the above processes and procedures upon
completion of the systems portion of the CMP Redesign. The systems portion of the CMP Redesign effort
is anticipated to be completed by January 24, 2002.

KPMG Consulting expects that this discussion will continue during the February CMP Redesign
Workshops. The systems portion of the CMP Redesign effort was not concluded on January 24, 2002.
This is sue remainsunresolved.

(d) The document lacks process flows. For example, no process flow for production support or
CR prioritization is presented.

Qwest Response: Qwest understands that KPMG will review the Wholesale CMP Methods and Procedures
document, to be completed by Qwest within one month after the completion of the systems portion of the
CMP Redesign. The systems portion of the CMP Redesign is anticipated to be completed by January 24,
2002 .
KPMG Consulting will review revised Qwest documentation for process flows after it becomes available.
This issue remainsunresolved.

(e) The document does not address Testing Support and changes to test environments. For
example, testing roles and responsibilities, as well as trouble escalation procedures for testing
of new interfaces or new interface releases, are missing.

Qwest Response: Qwest understands that KPMG will review the above processes and proceduresupon
completion of the systems portion of the CMP Redesign. The systems portion of the CMP Redesign effort
is anticipated to be completed by January 24, 2002.
KPMG Consulting will review revised Qwest documentation for Testing Support after it becomes
available. This issue remainsunresolved.

7. The document does not address the last three issues identified in the "Confidential
Information" section of KPMG Consulting's initial observation report. Qwest neither
responded to these issues, nor incorporated document revisions to address them.

Qwest Response: To date, Qwest has not received confidential Attachment A, referenced on pages 12 and

16, and therefore is unable to further respond to these three issues.
Inadvertently, the confidential attachment was submitted to Qwest on January 30, 2002 instead of with the
first supplemental response to Exception 3 102 on January 16, 2002. KPMG Consulting apologizes for any

inconvenience this may have caused .
The status of the three issues is as follows:

(f) MA CMP documentation issue
Issue is resolved.

(g) MA CMP process and consistency of detail issue.
This issue remainsunresolved. KPMG Consulting issued Data Request CM32.

(h) MA CMP process and CLEC notification issue.
This issue remainsunresqlvegi. KPMG Consulting issued Data Request CM33.

Roc-T1777_Exp3102_Qw@sc Response to KPMG Supp R€¢_02 4 0 2
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EDI Developer's Handbook Document Review

Qwest Response: Section 6 of the MA CMP directs MA staff to the process for making CLEC-impacting
CRS visible to CLECs. Section 5 of the MA CMP provides the linkage to the EDI Developer Handbook
KPMG Consulting requests that Qwest include CLEC touch-points in the EDI Developer's Handbook and
submit the revised document for review, This issue isunresolved.
KPMG Consulting and Qwest hold a focus call 011 Thursday, January 31, 2002. The purpose of the call
was for Qwest to ask questions and for KPMG Consulting to clarify any major issues in Exception 3102.
Qwest stated that a new "integration document" will address issues (a) through (h) listed in E3102 and
provide the documented integration between the external Wholesale CMP and the Qwest internal change
management processes. Participants of the call also clarified that depending on the progress oflCMP
Redesign, certainsectionsof the document maybe incomplete.

KPMG Consulting will review the "integration document" when it becomes available for overall adequacy
and completeness of the processes (ti) through (it) identified in this Exception..

KPMG Consulting recommends that Exception 3 102 remain open pending resolution of the issues
identified above.

Qwest Response to KPMG Supplemental Recommemlrztion (02/14/2002) '

KPMG addressed several issues in its Second Response to EXP 3102 on February ll, 2002.

In item 6(a), KPMG suggested that the MA CMP document should include entry and exit criteria. Qwest
will revise the MA CMP to include entry and exit criteria and provide an updated version by February 22,
2002 |

In item 6(b), KPMG stated that it would review the updated DDTS and PCRM documents upon receipt. In
the February 7, 2002 supplemental response to EXP 3102, Qwest explained that the C1earDDTS Users
Guide is Rational Software proprietary and can not be distributed by Qwest. Therefore Qwest is prohibited
from providing an updated DDTS document. In February 7, 2002 supplemental response to EXP 3102,
Qwest described DDTS. Qwest also clarified that DDTS is used internally to support MA development
and production support and is not meant to support Qwest's relationship with CLECS. Inthe February 7,
2002 supplemental response to EXP 3102, Qwest requested that KPMG refer to the February 1 1, 2002
response to Observation 3052 (TI676)to address thePCRMportionof item6(b).

KPMG requested that Qwest update the MA EDI Developer's Handbook. Qwest will update the [MA EDI
Deve]opcr's Handbook to include CLEC touch-points and provide an updated version by February 22,
2002.

The only other issues that remain open in this exception are Issue Nos. 6(c), 6(d), 6(e), 7(b) and 7(c).
Qwest will address Issue Nos. 6(c), 6(d), and 6(e) following completion of the systems portion of the CMP
Redesign. Qwest addressed Issue Nos. 7(b) and 7(c) through the data request process in data request Nos.

CM32 and cm33.

Attachment t(s) :

Roc-TI777_Exp3102_Qwes1 Response to KPMG Supp Rec_02_1402
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EXCEPTION 3110
Qwest OSS Evaluation

Initial Release Date: January 24, 2002

EXCEPTION REPORT

An exception has been identified as a result of test activities associated with the Change
Management Review, MTP Test 23.

Exception :

Qwest did not adhere to its Change Management Process document management
standards and tracking of CLEC notifications through the Mailout Notification
System.

Background:

Qwest utilizes the Mailout Notification System to distribute information that pertains to
CLECs business operations. These notifications cover a wide range of topics including
documentation updates, new product offerings, training availability, OSS planned outages,
Qwest-CLEC meeting notices, Qwest's responses to CLEC-initiated change requests, and
notices specifically concerning the Qwest Change Management Process (CMP). These
distributions are critical to allow CLECs to make informed decisions about their business
operations, as well as to maintain the Qwest-CLEC business relationship. CLEC
representatives rely on accurate email headlines and timely notices to redistribute the emails
within their respective organizations. 1

Issues:

Qwest did 11st adhere to its Change Management Process document management standards
and tracking of CLEC notifications through the Mailout Notitieation System. KPMG
Consulting reviewed a total of 115 CLEC riotiiications z that Qwest distributed through the
Mailout Notification System in December 2001, and identified the following six issues:

| KPMG Consulting observed that, in response to CLECS' request during the CMP Redesign effort, Qwest implemented a

standard naming convention for all Change Management email notifications beginning in August 2001.

2 KPMG Consulting received a total of 119 Qwest bailout notifications in December 2001. Four of them were repeated

distributions, and thus, were excluded from this analysis.

1555
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Email Headline Document Date Distribution Date

System; CEMR Use1"s Guide UPdate, RN, Effective

11/30/01
11/30/2001 12/3/2001

Systems: MA GUI Documentation UPdate, non-release

related, 12/03/01
I 1/30/2001 12/3/2001

General: Meetings: RN: Collo Decommission Mtg on 12-12,

Effective 12-4-0l, Final
12/4/2001 12/5/2001

System: OSS Scheduled Mac., Final 12/4/0 l 12/4/200 l 12/5/2001

Change Management; Meeting: RN: Update from 11-30 Mtg
on UNE-P Bulk Conversion, Effective 12-4-01, Final

12/4/2001 12/5/2001

Minnesota Dept. of Cmnmarce lnttrrogatory Dotkctt
F42l/CI-01-1370

12/5/2001 12/6/2001

System: OSS Scheduled Maintenance, 12/10/01 12/10/2001 12/11/2001

System: OSS Sched. Mice. Weekend of 12/14, 12/12/01 12/11/2001 12/12/2001

System: MA GUI 8.1 CTAG Users Guide Update 12/13/01 12/10/2001 12/13/2001

Process: Ordering; RN: Updates to Local Service Ordering
Guidelines,

12/14/2001 12/17/2001

Product: UNE: RN: Update to Unbundled Local Loop
PCAT, Effective December 17, z001, Final

12/1412001 12/17/2001

Process: Provisioining: RN: Update to Customer Not Ready

Jeopardy Process, Effective December 14, 2001, Final
12/14/2001 I2/l'1/200l

System: CEMR User's Guide Update, 12/14/0 l 12/14/200] 12/17/2001

System; Delayed Bill Post Notifications, 12/14/01 12/14/200 l 12/17/2001

System; Digital Certificates & ECOn Doc, 12/14/01 12/1412001 12/17/2001

Local Service Freeze Protection: AZ, IA, MN, MT, NE, NM,

WY
12/17/2001 12/18/2001

DMT Qwest DSL Change Charge 12/14/2001 12/18/2001

Qwest DSL Service Promotion 12/14/2001 12/18/2001

Customer Premises Wire and Maintenance Plans 12/14/2001 12/18/2001

EXCEPTION 3110
Qwest OSS Evaluation

1. Delayed distribution

KPMG Consulting identified 32 instances (28% of the total notifications reviewed) in which
Qwest's date of a notification was earlier than its actual distribution, thus representing a
delay. While the majority of these delays fell within one business day, KPMG Consulting
identified 13 instances in which the delay exceeded two business days. Appendix A
includes one notification that was dated December 10, 2001, but was distributed on
December 27, 2001.

was
01/26/2002
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ElnaiIIHeadline Document bate Distribiifion Date
Residence VMS Service, Effective 1/2/0 l 12/14/2001 12/18/2001

Training: MA Release 9.0, RN, 12/18/01 12/14/2001 12/18/2001

Business Competitive Response - IA 12/17/2001 12/19/2001

Process: Ordering: RN: Update to Service Interval Guide,

Effective December 20, 2001, Final
12/ 19/200] 12/20/200]

Switch Conversion-Woodland Park, CO 1-12-02 I 2/20/200 l 12/21/2001

Loco] Directs Assistance MN 12/14/2001 12/26/2001

Residence Caller ID and Security Screen Promo - IA, NM,
OR, MT

12/21/2001 12/27/2001

Meet the DueDate Promotion, Effective 2/1/02 12/26/2001 12/27/2001

Residence Caller ID and Security Screen Promotion -ND,

CO, WY
l2/21/200 l 12/27/200 l

As, co, IA,2002 QI Business Promotion Resale Notice

MT, NM, OR, SD, UT, WA, WY
l2/26/200i 12/27/2001

Synchronous Service Transport, STS 1 Multiplexing 12/21/200] 12/27/200 I

Business Caller ID Promotion, Effective 1/21/02 12/21/2001 12/27/2001

Residence Competitive Response Promotion - Utah t2/10/2001 12/27/2001

Email Headline
.

Implementation

Hate

Ngtléhg8tilllj Date

System: Billing System Imply mentations, RN, Final, 12/3/0 l 11/15/200 l 12/3/200]

EXCEPTION 3110
Qwest OSS Evaluation

2. Erroneous fopie

KPMG Consulting observed one instance in which the email headline contained an
inaccurate description of its contents. On December 3, 2001, at 5:14 PM MT, Qwest
distributed an email with the headline, "Process: Ordering: RN: Update to Resale Database
Info, Effective December, 3, 2001, Final." The notification included with the email was
titled "Updated Information for Getting Starred as a Wholesale Customer & the
Negotiations Process" (Document No. PROS. 12.03.0 I .F.00325.Getting_Started_&__
Negotiations).

3. Late noticeof system changes

KPMG Consulting reviewed 10 notifications related to system changes, and identified four
instances in which Qwest notified CLECs following implementation of the associated patch
or change.

asHE Consulting

01/26/2002
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Email Headline Implementation

Data

NotiIig8tion Date"
I

System: EMI Fields Fixed on DUF, RN, 12/6/01 11/29/2001 12/6/2001

System: Billing System Implementation 12-'1-0I, Final l 1/29/2001 12/7/2001

Svstcm: Delayed Bill Post Noti 5cat ions, 12/1410 \ 12/4/2001 1211412001

Email Headline Planned Outage
(Mountain Time)

Notiiiéation Data
(MouNtain Time)

System: OSS Scheduled Mac., Final 12/4/'0 I 12/7/200 I

8:00 PM

12/5/2001

2:27 PM

System; OSS Scheduled Maintenance, N, Final, 12/5/0l 12/9/2001

12:00 PM

12/5/2001

5:46 PM

Minnesota Dept. of Commerce Inicnugatory Docket

P421/Cl-01-i370

12/9i2001

12:00PM

1216/2001

12:59PM

System:DLIS Availability, 12/7/01 12/8/2001

5:00 AM

12/7/200 I

5:41 PM

System: OSS Scheduled Maintenance, 12/10/01 12/12/2001

10:00 PM

12/11/200 l

5:17 PM

System: OSS Scheduled Mai11tc11ance I2-l3_ 12/11/0 l 12/13/200 l

10:00 PM

12/11/200]
5:30PM

System: OSS Sched. Mice. CEMR-MEDIACC 12/14-12/16 12/14/200 I

10:00 PM

12/12/2001

6:16 PM

System: OSS Sched. Mtce. W eekend of 12/L4, 12/L2/01 12/l3l20(}l
8:30 PM

12/l2l2()0l
6:3I PM

1. EXCEPTION 3110
Qwest OSS Evaluation

4 .  I n a d e q u a t e  i n t e r v n l f b r p l a n n e d  o u t a g e  n o t i c e s

KPMG Consulting identified eight notifications that were sent to CLECs about planned
system outages. All were distributed within fewer than three business days in advance of
the outage In one instance, Qwest notified CLECs on December 7, 2001, at 5:41 PM,
about a planned outage scheduled to start at 5:00AM on December 8, 2001. (Appendix B).

5 .  I n a d e q u a te  i n fo n n a t i o n

3 KPMG Consulting notes that Qwest has not formally defined the notification interval for planned system outages. See

Action Item #209, p. 66 of the CMP Redesign Draft Meeting Minutes Dec. I0-1 I.

as
01/26/2002
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H EXCEPTION 3110
Qwest OSS Evaluation

On December 27, 2001, Qwest distributed a notification informing CLECs of rate
restructuring in Montana that was planned to take effect after the January 2002 billing date.
Qwest advised CLECs to contact Qwest Billing Representatives for specific details after the
changes were implemented, but did not specify an exact date for when the changes were to
take effect (Appendix C) .

6. Lack of adequate tracking and verification

In response to KPMG Consulting's data request and subsequent clarification, Qwest
submitted copies of Mailout Notifications that it had distributed to CLECs, rather than an
actual database or other logging tool used to track CLEC notifications. KPMG Consulting
infers from the data request responses that Qwest lacks a centralized database to track
information that is distributed to CLECs.

Based on the above analysis, it appears that Qwest does not distribute accurate information
on a timely basis. In addition, Qwest appears to lack the proper tools to track CLEC
notifications and ensure dirt the information therein is accurate. KPMG Consulting
considers the procedures, systems, and tools that Qwest uses to track information and
monitor its compliance with documented intervals for notification to be an essential element
of the Change Management process.

Impact

CLECs depend on accurate, dependable, and timely information to support their business
and fulfill obligations of their customers, If a Mailout Notification includes an erroneous
topic in its subject line, a CLEC may route the notification to the wrong department and
responsible individual(s). If a Mailout Notification is distributed without an adequate
interval in advance of the planned change, a CLEC might not have the flexibility to
reschedule its workforce and to complete transactions in a timely manner. The issues
identified in this Exception may result in CLEC operational inefficiencies, thereby reducing
CLEC profitability and impacting the CLEC's ability to compete in the Local Exchange
Carrier market.

Attachments: Appendices A, B, and C.

4 KPMG Consulting data request CM27: Database oflQwest notifications ro CLECs. KPMG Consulting stated, in a

subsequent clarification, dated Decsmbcr 12, ZOUI, that KPMG Consulting requested "the actual database too] or logging

tool that Qwest uses to keep track of the notifications it has sent to CLECs."

Anna

Ol/26/2002
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Appendix A

QwQSC-

December 27, 200 l

KPMG Consulting
KPMG Data

a

qwestoss<:m@kpmg.com

To: KPMG Consulting

Announcement Date: December 10, 2001

Effective Date: December 10, 2001

Document Number; PROD.12.10.01.F.A000235

Notification Category: Product Notification

Target Audience: CLEC, Resellers

Subject: Residence Competitive Response Promotion - Utah

This is to advise you of a retail promotional offer. Qwest apologizes for the delay in notification,

Product name: Residence Competitive Response Promotion

Mann Consulting

01/26/2002
Page 6 of l 1
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Tariff/cataloglprice list reference: No tariff

State(s): Utah

Effective dateof retail offer: 12/10/01 through 3/9/02

Description:

The Residence Competitive Response Promotion will be offered during a promotional period from
December 10, 2001 through March 9. 2002, to residence customers who have terminated or
canceled all or part of their Company services and established service with another
telecommunications provider, and such residence customers are reestablishing service with the
Company.

Returning residence customers can receive a maximum of either a waiver of the current
nonrecurririg charge(s). or up to two months credit of the current monthly rate(s), or both, on
selected services as determined by the Company.

Please notify only those resellers with approved resale agreements according to the terms specified
in their resale agreement. Advise them that retail offers that are subject to Commission approval and
may change. Reseller should monitor filings. since Qwest will not provide notification of changes.

If you have any questions or would like to discuss this notice please contact your Qwest
Sales Executive, Sue Gwyn on 3039653353. Qwest appreciates your business and we look
forward to our continued relationship.

Sincerely,

Qwest

cc: Sue Gain

Pam O'Conne11

01/26/2002
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Appendix B

QW€51;~`*

December 7, 2001

KPMG Consulting
KPMG Data

1

qwestosscm@kpmg.com

To: KPMG Consulting

Announcement Date: December 7, 2001

Effective Date: December 7, 2001

Document Number' SYST.12.07.01 .F.024$3.DLlS_Availability

Notification Category: General Notification

Target Audience: CLECs, Resellers

Subject: Directory Listing Inquiry System Availability

System (LSS), the Directory Listing Inquiry System (DLIS) will not be available on December 8,
from 5:00 AM to 8:00 PM Mountain time. The functionality is expected to be restored by 5:00 AM,
Mountain time. December 10, 2001.

This Communicator is to advise you that as a result of scheduled maintenance of the Listing Service
2001

55 5
01/26/2002
Page 8 of l I
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Questions regarding this Communicator can be directed to Melissa Garcia at 308-965-6019.

If you have any questioris or would like to discuss this notice please contact you Qwest
Service Manager, Pam O'Conne1l on 303-965-9303. Qwest appreciates your business and
we look forward to our continued relationship.

Sincerely,

Qwest

cc: Sue Gwyn

Pam O'Connel1

01/26/2002
Page 9 of 1 I
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Appendix C

Qwest"`

December 27, 2001

KPMG Consulting
KPMG Data

qwestosscm@kpmg.com

To: KPMG Consulting

Announcement Date: December 27, 2001

Effective Date: December 28, 2001

Document Number: GENL.12.27.01 .F.00151B.Montana_Rate_Restructure

Notification Category: General Notification

Target Audience: CLEC, Reseller

Subject: Rate Restructuring for the State of Montana

In accordance with your Interconnection Agreement with Qwest Corporation (formerly doing
business as U S WEST Communications, Inc), rates have been restructured pursuant to the
Stipulation Agreement approved on October 12, 2001, by the Montana Public Service Commission
in Docket Number D2000.6.89 by Order Number 6260b.

Wang
0]/2612002
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These rates will be reflected on or after your January bill date. Activity is in progress to apply billing
adjustments based upon true-up requirements ordered by the Montana Public Service Commission
as well as true-up requirements defined in your Interconnection Agreement.

Once the rates have been implemented and the adjustments have been applied, please contact your
Qwest Billing Representative for speoinc details or if you have any questions.

If you would like a copy of your rate sheet, please contact your Service Manager.

If you have any questions or would like to discuss this notice please contact your Qwest
Service Manager, Pam ()'Colmell on 303-965-9303. Qwest appreciates your business and
we look forward to our continued relationship.

Sincerely,

Qwest

Note: While these updates reflect current practice, it is important to note that there are
additional changes that will be forthcoming as a result of ongoing regulatory activities Ag.,
collaborative workshops, and state commission orders. As these changes are defined and
implementation dates are determined, notice of additional updates will be provided
accordingly.

The Qwest Wholesale Web Site provides a comprehensive catalog of detailed information
on Qwest products and services including specific descriptions on doing business with
Qwest. All information provided on the site describes current activities and process .

Prior to any modifications to existing activities or processes described on the web site,
wholesale customers will receive written notification announcing the upcoming change.

cc: Sue Gwyn

Pam O'ConneH

wan
01/26/2002
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ROC Observation & Exception Formal Response

Test Vendor ID: Exp 3|11

Qwest Internal Tracking ID : TI 828

Observation/Exeeption Title: Change Management Process

Test Type/Domain: Test 23 - Change Mangemenf.

Dare Qwest Received: 01/30/2002

In/iaI Response Dare: 02/12/2002

Test Incident Summary:

Exception 3111 was initially released as Observation 3067 on December 12, 2001. KPMG Consulting
recommended cm January 30, 2002 that Observation 3067 be closed and moved to Exception 3111 .

EXCEPTION REPORT

An Exception has been identified as a result of the test activities associated with the Change Management
Test, MTP Test 23 .

Exception:

Qwest Systems Change Management Process (CMP) lacks guidelines for prioritizing and implementing
CLEC-initiated systems Change Requests (CRs), criteria are not defined for developing the scope of an
OSS Interface Release Package.

Background'

The Qwest Systems Change Management Process (CMP) is the method used by both Qwest and CLECs to
implement changes to Qwest wholesale OSS interfaces. This process includes initiation,
clarification/evaluation, presentation, prioritization, implementation, and completion of all systems change
requests (CRs). CLECs participate in the CR Prioritization Process to vote on both Qwest- and CLEC-
initiated CRs.l The outcome of this CR Prioritization Process determines iflCRs deemed critical to CLEC
business operations, according to CLEC voting results, will be included in an upcoming OSS release.

Issue:

Qwest Systems CMP lacks documented guidelines for prioritizing and implementing CLEC-initiated
systems CRs. KPMG Consulting reviewed existing Qwest documentation, including theCo-Provider
Industry Change Management Process {CICMP) Document and taw CICMP .- CRPriorttizafion Process
Documents, and noted the following:

Qwest documents lacked information on the roles and responsibilities of Qwest staff involved in
the analysis of CLEC-initiated systems CRs,

I In the context of CMP Redesign, Qwest and CLECs have not yet agreed on whether or not regulatory and
industry guideline CRS are subject to the CR Prioritization Process.
2 The CICMP Document and CICMP -- CR Prioritization Process Document, located at
www.qwest.com/wholesale/cmp/_whatiscm_p.htmI_ represent the most recent Qwest documents relevant to
the CR Prioritization Process prior to the initiation ofCMP Redesign.

Roc__Tl828__Exp3l 1 1_Formal Response__02_12_022II3/2002 - 9:47 AM
Qwest Communications, inc.

I

Page 1 of f



-

4

ROC Observation & Exception Formal Response

Qwest documents lacked information on how Qwest allocated available resources (capacity) for
all systems CRs to be included in an OSS release,
Detailed business analyses and system analyses from the Qwest software development team were
not performed for all CLEC-initiated CRs,

Qwest documents lacked definitions and criteria for the Level of Effort (formerly known as "T-
shirt size") assignment for individual CRs, and
Qwest documents lacked information on how Qwest identified CR package options t`or a software
release that it recommended to CLECs, following the CR Prioritization Process.

Impact:

In the absence of guidelines for the system CR Prioritization Process, there is no assurance that all CRS
receive a thorough assessment from the Qwest software development team. In addition, it is unclear how
Qwest allocates resources for the wholesale OSS to accommodate CLEC business needs, and how Qwest
estimates the resources required to complete individual CLEC-initiated CRS. Failure on the part of Qwest
to attend to CRS that CLECs deem critical to CLEC business operations in a timely manner may result in

lengthy delays in implementing these changes. In fact, the limited capacity that Qwest allows for each
release may categorically prevent the implementation ofsorne CRS.

Qwest Formal Response to 03067 (12/20/01) :

Qwest responses to the 5 KPMG stated issues.

1 | "Qwest documents lacked irzfbrmaiion in the roles and re.spon.l'ibilftz'e.s'ofQwesf srainvolved in
the analysis of CLEC-initiated sysz'enls CRs. "

Once approved by the Re-design Team, the Master Redline CLEC-Qwest CMP Re -Design Framework
Interim Draft Revised 12-10-01, located at http://www.qwcst.com/who]esale/cmp/redesignhtml, will
further illuminate the process, roles and responsibilities GfQwcst personnel during the preliminary
evaluation and subsequent prioritization of CLEC-initiated systems CRs.

2. "Qwest docomenlx Hacked infbrnmrion on haw Qwest aligacated available resources (capc1cify)for*

all systems CR.v to be included in an OSS release "

Qwest and the CLECs are currently negotiating the extent to which Qwest will disclose this business
information to the CLECS. This issue will be resolved and inelttded in the Qwest Proposed Prioritization
Language when it is accepted by the Re-design Team.

3. "Detailed business analyses and system analysesfrom the Qwest sojhvare development teamwere
notperformedfor all CLEC-initiated CRs, "

Detailed business and systems requirement development occurs after the CLECs and Qwest prioritize the
list ofCLEC initiated CRS pursuant to the Co-Provider Industry Change Management Process document,
Section IV. Additionally, the Qwest Proposed Prioritization Language, collaboratively written by Qwest
and the CLECs, but not yet adopted by the Re-design Team, details the following:

There is insufficient space to include all CLEC initiated CRs in the upcoming release. The
prioritization prices s channels the business and system requirements development effort.
The business and system requirement development effort begins with CRs at the top of the
prioritization list and continues down the list until all available development resources are
exhausted.
Business and systems requirements are developed for more CRs than can ultimately be included in
the release.

ROC_TIS28_EXP3 l l I_Formn1 Rcspo\\se_02_!2_022/R3/2002 - 9147 AM
Qwest Communications, Inc.
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"Qwest a'ocumenz's Zacked De/irzftiuns and criterfafor #be Lave/ ofEj]brl (forfweriy known as "T~
shirt size ") assignmenrfbr individual CRS. "

The Co-Provide/* Industry Change Management Process document docs not have specific definitions for
Level of Effort. However, in the Mosier Red-LinedCLEC-Qwest CMP Re-DesignFramework Interim
Dra/2 - Revised I1-29-01 the following language has been agreed to i11 the CLEC-Qwest OSS Interface
Change Request Initiation Process section:

"Identification of the preliminary level of effort (S, M, L, XL) required to implement the CR.

Seal] - requires changes to only one subsystem of a single system
Medium - requires changes to 2 or more subsystems of a single system

Large v requires changes to 2 or more systems or complex changes in multiple subsystems of a
single system
Extra Large - requires extensive redesign cry atleast one system."

Additionally, Qwest and the CLECs are currently negotiating a refilled preliminary Level of Efflort criteria
basedon a rough estimate of the number unpeople-hours necessary to complete a CR,

Qwest documents lacked irgforrnarlon on how Qwest idenlyied CR package options "for a so ware
release that it recommended to CLECs,fo[{owing the CR Prioritization Process. "

The CLEC-Qwest OSS Interface Change Request Initiation Process section of the Master Red-Lined
CLEC-Qwest CMP Re -Design Framework Interim Draft - Revised 12-10-01 provides the following
language which has been agreed to by the CLEC5 and Qwest:

"At the monthly CMP meeting following the completion of the business and system requirements,
Qwest will conduct a packaging discussion, which may include packaging options based on any
affinities between candidates on the release candidate list. The newly packaged list ofCRs wit] be
used as the release candidate list during the design phase of a release. At the monthly CMP meeting
following the completion of design, Qwest will commit to a Tina! list ofCRs for inclusion in the
release."

KPMG Consulting'5 First Response to 03067 (01/04/2002):

KPMG Consulting reviewed Qwest's responses, and identified the following issues:

KPMG Consulting reviewed theMaster Redline CLEC-Qwest CMP Re-Design Framework
document but is unable to identify information therein that describes the roles and responsibilities
of Qwest staff who conduct business and system analyses of CLEC-initiated systems CRs.

2. KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests that Qwest provide
related documentation for review, once it is finalized.

KPMG Consulting is aware of the possibility that not all CLEC-initiated, CLEC-prioritized CRs
may be included in 21 given, upcoming release. It is thus critical] that Qwest's software
development team conducts a thorough assessment of all CRs, and provides CLECs with adequate
information (see the following paragraph) so that CLECs are able to make informed decisions
about all CRs during the prioritization process.

Based on the definitions of the preliminary levels of effort (S, M, L, and XL), KPMG Consulting
could not quantify the amount of work performed by the Qwest software development team, or the
total amount of work required for each software release. It is unclear how the above specifications

ROC_TI828_EXP31 1 l_Forma1 Rcsponse_02_12_022/13/2002 - 9:47 AM
Qwest Communications, Inc.

4.

5.

4.

3.

1.

Page 3 of l



4

I ROC Observation & Exception Formal Response

would inform CLECs of the overall capacity of a given, upcoming release, and enable CLECs to
make informed decisions on the bases of interdependences, as well as tradeoffs, among numerous
CRS, during the prioritization process.

5. KPMG Consulting reviewed the cited text and is unable to identify the criteria that Qwest software
developers utilize to identify affinities between candidates.

Qwest Response to KPMG Comments to 03067 (01/14/02) '

The following response addresses the five issues identified by KPMG in their response dated January 4th
2002. KPMG ls issues have been replicated below in lfalics for ease ofreadin8.

J

I. KPMG Consulting reviewed the Master Redline CLEC-Qwest CMP Re-Design Framework document
bu! is unable to idenri/jf information thee*ezln that describes the mies and re.9pon.s.ibili!ies of Qwest staff
who conduct business and system anctlyxfs Q/CLEC-ini!z'¢1red systems CRs.

There has been no definitive discussion in CMP Redesign sessions to include a detailed description of
the roles and responsibilities of Qwest staff who do not interface directly with CLECS on CMP
functions, including those who conduct detailed business and system analyses of CLEC-initiated
systems CRs. However, once approved by the Re-design Train, the Master Redline CLEC~Qwest
CMP Re -Design Framework Interim Draft will further describe the process, roles and responsibilities
of Qwest personnel who participate in the preliminary evaluation and subsequent prioritization of
CLEC-initiated systems CRs.

As stated in Qwest's initial response, this text is not included in the Master-Rediinedocument because
it has yet to be reviewed and approved by the CMP Redesign team. A draft of the text is contained in
the documentQwest Proposed Managing the CMP Language - Revised I1-20-01 which is located in
the Redesign Docunzentafionsection of the Qwest CMP Redesign Web site.

.qwest.contfwholesale/downloads/200 I /01 l 12] /Prpl\1ana3ingCMI'Lang.doc).(http://www

KPMG Consulting is aware of the ongoing CMP Redesign effort, and requests that Qwexlprovide
related documentationjbr review, once it is jin alized.

Qwest will continue to publish completed and accepted Redesign documentation i11 the form of the
most recent update of the Master RedlineCLEC-Qwest CMP Re-Design Framework InterimDraft.
This document is available on the Qwest CMP Redesign Web site,
http://www.qwesncom./who]esaie/cmpffedesiun.htn1l. Additionally, Qwest distributes an email
message containing all Redesign documentation, agreed-to and proposed, before and after each
Redesign session. KPMG representatives are included in these distributions. The next meeting of the
CMP Redesign team is scheduled for January 221111 through 24"', 2002. The findings should be

documented by January 28'h, 2001. If that timetable is met, KPMG will reedive the revised
documentation no later than January 29th, 2002.

KPMG Consulting is aware Qflhepossibility that not all CLEC-initiated, CLEC-prioritized CRs may
be included in a given, upcoming release. ll is thus critical ihnt Qwes! 's sQf'ware development team
conducts a thorough assessment full CRs, andpro vides CLECs with adequate information (see the
followingpamgraph) so :hat CLEC_v are able to make informed decisions abou! all CRs during the
prioririzalion process.

As discussed, agreed-to, and documented in Section 3.0 of theMaster Redline,an initial "rough
estimate" of the level of effort (LOE) for each CR is determined as an aid in CLEC prioritization, Due

9:47 AM
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to resource constraints, Qwest is unable to commit to conduct a detailed assessment of the level of
effort {LOE) for every release candidate.

4, Based on Size 4'1'efinftz.on5 of the preliminary levels ofejfbrt (S, M, L, and XL), KPMG Consulting could
not quanlw the amount of work performed by the Qwest sojiware development team, or the Iota/

amount of work requireder each _s'Q)'lwar'e release. It is unclear how the above specuications would
inform CLEC; 0/the overall capacity of given, upcoming release, and enable CLEC.s. to make
informed decisions on the basesofinterdeperidencies, as well as frczdeof, among numerous CRs,
during the priorilizarion proce.v_v.

After discussion during several recent Redesign meetings Qwest and the CLECs agreed to no longer
utilize "T-shirt" sizing to categorize the level nfeffort for a release candidate. At Redesign meetings

Qwest has agreed to provide CLEC's with actual level of effort range estimates in order for CLEC' s to
prioritize which CRs can be included in a major release. Qwest is currently developing these range
estimates, and will present them to the CLECS at the January 2002 Redesign session. These estimated
ranges are not intended to give the CLECs a view of the overall capacity of the release.

Qwest and &he CLECS have agreed to a process documented in Section 3 .0 of theMaster Redline that
will provide the CLECS with meaningful information with which to make informed decisions
regarding the prioritization cfCRs. That process is currently written as follows but will be updated to
remove the T-shirt sizing when the ranges have been agreed upon.

"Qwest will review the CRS recoiwd prim' to the cut off date and evaluate whether Qwest can
implement them. Qwest's responses will be one of the following:

"Accepted" (Qwest will implement the CLEC request) with position stated. [f the CR is
accepted, Qwest will provide the following in its response:

Determination and presentation of options of how the CR can be implemented
Identification of the preliminary level of effort (S, M, L, and XL) required to implement
the CR. (WCOM COMMENT: WCOM WOULD LIKE [T NOTED THAT A
REQUEST WAS MADE AS TO WHAT Is MEANT BY PRELIMINARY LEVEL
OF EFFORT AND IS TO BE DEFINED BY QWEST.)
Small - requires changes to only one subsystem of a single system
Medium - requires changes to 2 or more subsystems of a single system
Large requires changes to 2 or more systems or comp lex changes in multiple
subsystems of a single system
Extra Large requires extensive redesign of at least one system.

0

If CLECs do not accept Qwest's response, they may elect to escalate or dispute the CR in
accordance with the agreed upon CMP escalation Mr dispute resolution procedures. If the
originating CLEC does not agree with the determination to escalate or pursue the dispute
resolution, it may withdraw its participation from the CR and any other CLEC may become
responsible for pursuing the CR upon providing written notice to the Qwest CMP Manager. [f the
CLECs do not accept Qwest's response and do not intend to escalate or dispute at the present time,
they may request Qwest to status the CR as deferred. The CR will be status deferred and CLECs
may activate or close the CR at a later date.

At the monthly CMP meeting, the CR originator will provide an overview omits respective CR(s)
and Qwest will present either a status or its response.

Qwest or CLEC originated CRs for changes to an existing OSS interface will then be prioritized
by the CLECs and Qwest, resulting in the initial release candidate list. CLEC or Qwest originated
CRs for introduction of a new interface or retirement of an existing interface are not subject to

12__022/13/2002 I 9:47 AMROC_TI828_EXP3 I I 1__Formal Response_02_
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prioritization and will follow the introduction or retirement processes outlined in Sections x and x
of the Master Redline,respectively.

Based on the initial release candidate list, Qwest will begin its development cycle, which includes
the following milestones:

Business and systems requirements: Qwest engineers define the business and functional
specifications during this phase. The specifications are completed on 8 per candidate basis in
priority order.
(AT&T Comment) Packaging: Qwest and CLECs will discussgrouping candidateswith
affinities may be udzlrcssed more efj?cient(y #taken 00gelhar.[AT&T comment: this may
1:ot be exactly the right description. We just wanted lo add this ro this list of steps.]

Design; Qwest engineers define the architectural and code changes required to complete the

work associated with each candidate. The design work is completed on a per candidate basis
in priority order,
Code & Test: Qwest engineers ii] perform the ceding and testing required to complete the

work associated with each candidate. The code and test work is completed on a per candidate
basis in priority order.

Using the initial release candidate list, Qwest will begin business and system requirements,
During the business and systems requirement efforts, CRs may be modified or new CRs maybe
generated (by CLECs or Qwest), with a request that the new or modified CRs be considered for
addition to the release candidate list (late added CRs). (WCOM COMMENTS: CHANGE
"INITIAL RELEASE CANDIDA TE LIST TO "RELEASE CANDIDA TE LIST.) If the CMP
body grants the request to consider the late added CRs for addition to the release candidate list,
Qwest will size the CR's requirements work effort. If the requirements work effort, for the late
added CRs, can be completed by the end of system requirements, the initial release candidate list
and the new CRs will be prioritized by CLECs in accordance with the agreed 'upon Prioritization
Process (see Section xx of theMaster Redline). If the requirements work effort, for the late added
CRs, cannot be completed by the end of system requirements, the CR will not be eligible for the
release and will be returned to the pool of CRs that are available for prioritization in the next OSS
interface release.

At the monthly CMP meeting following the completion of the business and system requirements,
Qwest will conduct a packaging discussion, which may include packaging options based on any
affinities between candidates 0:1 the release candidate list. The newly packaged list of CRs will be
used as the release candidate list during the design phase of a release. At the monthly CMP
meeting following the completion of design, Qwest will commit to a final list ofCRs for inclusion
in the release."

Thisprocess, agreed-to by Qwest and the CLECs, provides a Love] ofEffo rt to the CLECs to use during
Prioritization and outlines to process for Qwest to present various packaging options to the CLECs.

KPMG Consulting reviewed the cited lex! and is unable to identw the criteria that Qwest sojiware
developers utilize lo identify affinities between candidates.

The assessment and identification of candidate affinities is not a structured process. Qwest relies on
the knowledge and experience omits system architects and analysts to identify opportunities for
efficiency in all areas of system development including those related to candidate affinity. A few of
the factors considered in assessing affinities include modifications to common modules Cr data
components, changes to common transactions, and use of common resources.

5.
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KPMG C0nsuIting'5 Initial Release 0f Exception 31/1 (01/30/2002):

KPMG Consulting responses for each issue raised in Observation 3067 are detailed below. For ease of
reference, KPMG Consulting has assigned numbers br each issue,

U Qwest internal cm external documents Zack the roles and respansibilifies of Qwesl sojiware
development slaJ#j.who are involved in the analysis of CLEC-ini!iated systems CRs;

In its response to Observation 3067, Qwest affirmed that text regarding the roles and responsibilities of
staff who conduct business and system analyses oFCLEC-initiated systems CRs is not included inMaster
Redline CLEM-Qvest CMP Redesign Framework Interim Draft,since it has not yet been reviewed and
approved by the CMP Redesign team. Qwest indicated that draft language was contained in another
document,Qwest Proposed Managing the CMP Language - Revised 11-20-0/. KPMG Consulting
reviewed this document, and was unable to identify information therein that describes the responsibilities of
Qwest staff who perform the preliminary evaluation, analyses, or subsequent packaging of CLEC-initiated
CRs. Because time draft language has not yet been finalized or agreed upon as part ofCMP Redesign, and is
not included in any formal Qwest document, KPMG Consulting considers these roles and responsibilities to
be undefined As previously mentioned in its January 4, 2002 response to Observation 3067, KPMG
Consulting continues to monitor the CMP Redesign process relative to the assignment of staff and
managers.

KPMG Consulting deems the existence ofdcfined roles and responsibilities for groups such as the IT star
internal boards, external vendors, and Wholesale Change Management representatives to be indicative of
whether or not a fully functional process is in place. KPMG Consulting recognizes that, prior to the CMP
Redesign, Qwest operated a former process, referred to as the Co-Provider Industry Change Management
Process (CICMP), and that, therein, established procedures for considering the CLEM-assigred priority of a
change request in relation to susi factors as available resources and Qwest-initiated priorities mayhave
existed. KPMG Consulting would expect Qwest to be able to provide some information independent of
CMP Redesign status that explains the functions ofpersonne] who are responsible for evaluating CLEC-
initiated CRS, as well as any guidelines used to carry out work assignments. This issue is unresolved.

2) Qwest does nolprovide CLEC.v with injbrmation on tlzemanner in which Qwes! allocates available
resources (capacity)for systems CRs to be included in in OSS release;

Qwest's January 14, 2002 response stated that resolution of how Qwest allocates its available resources for
systems CRs to be included in releases is still pending Qwest-CLEC negotiation of CMP Redesign. Under
the terms of the CMP Redesign process, Qwest will continue to publish the completed and accepted

Redesign documentation at the Qwest Redesign Web site. Qwest and CLECs held a series of meetings on
January 22 through 24, 2002.

KPMG Consulting reviewed all information pertaining to resource allocation issues that was discussed at
the most recent collaborative sessions. KPMG Consulting's understanding is that the documentation from
those sessions remains incomplete and in draft state, and that Qwest plans to provide the revised
documentation by January 29, 2002. KPMG Consulting is prepared to consider and review allf inal
documentation that accurately describes the formalized, implemented process (i.e., documentation that
reflects the most current representation otlChangc Management for this subtopic/area).

The lack of capacity resource information for conducting 21 fundamental task, i.c., implementation of
changes requested by wholcszlle customers, is reflective of the larger issue, confirmed by Qwest, that no
criteria defined for Qwest's developing the scope of an OSS Interface Release Package exist. Thus, when
CLECs assign a priority for CRs, and collectively decide which they consider important, there is very little
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information available about how Qwest factors the results oflCLEC prioritization into its program
development and project planning activities. This issue remainsimresolved.

3) Qwest software development reams do not per/brm detailed busz'ness and system analyses on CLEC-
initiated CRs;

In response to this  issue, Qwest reiterated that i t  cannot inc lude al l  CLEC-init iated CRs in a given,
upcoming release, and that a detaiicd assessment of all CLEC-initiated CRs is infeasible due to resource
constraints. Qwest also stated that it begins at the top of the prioritization list and continues down until all
development resources are exhausted. Systems requirements are developed for more CRs than can
ultimately be included in the release. Yet, it is unclear as to if , or how, Qwest considers relative costs and

benefits, whether or not there is any pairing or interaction between system CRS filed for the same release
(i.e., aff inities), and if  any of the same CMP development resources are dedicated to correct defects and
conduct maintenance of Qwest production systems. In a discussion about meeting topics, one CLEC noted
that, during the January 2002 priorit ization exercise, some lower priority items were "packaged" ( i.e.,
scheduled for inclusion in a release), whereas some higher priority requests were excluded or delayed

KPMG Consulting considers the fact that Qwest sof tware development teams do not perform structured
business and systems analysis of CLEC-initiated CRs as another indicator that no defined criteria are used
to determine the overall scope of release capacity, and no systematic, consistent, and repeatable process is
used to implement both CLEC and Qwest-initiated change requests. This issue, which remains unresolved.
is related to the level of  ef fort (LOE) estimate, which Qwest stated was already agreed-to as an aid to
CLEC prioritiz8tiorL

4) Qwestdocuments Zack definitions and criferiafor establishing the Level of Ejfort (LOVE,formerly
known as "T-shirt size ") assignrnerzrfor individual CRs; and

In response to this issue, Qwest indicated that it plans to revise the LOE parameters to provide CLECs with
an actual level of effort range. It also stated that these ranges would not be intended to provide CLECs
with a view of the overall capacity of the release. Qwest outlined the agreed-upon packaging process that
is included in the MasterRedlinedocument. Although the Redesign efforts have resulted in progress for
this area, and some language has been completed, incorporation of LOE ranges remains unresolved until
CLECs and Qwest can agree upon the appropriate level ofdctail for CR sizing definitions, Participants in
the CMP Redesign meetings held January 22 through 24, 2002, did not discuss or resolve pending Action
Itetns, including #146Criteriaused' todetermine LOEfor arelease. In its previous response, Qwest stated
that it is unable to commit to conducting a detailed assessment of the LOE for every release candidate.
KPMG Consulting requests that Qwest provide information about which release candidates will receive
detailed business and system analyses, and how this decision will be made. This issue isunresolved.

5) Qwest doc1rI1zen[s lack information on the manner in which Qwest identifies CR package op rionsfor a
discrete soy?ware release that if recommends to CLECs,jbllowing the CR Prioritization Process.

In response to this issue, Qwest stated that, "the assessment and identification of candidate affinities is not
a s!rz4cluredprocess" [italics added]. This served as 21 further indication that criteria, such as those that
Qwest would use to identify package options, do not exist, are not formally defined, and are not
documented, either internally or within the context of CMP Redesign. This issue is unresolved.

3 Sec CMP Redesign email sent by Qwest ro Eschelon Telecom, Inc. on January 22, 2002, Subject:
Redesign issues discussed in January CMP meetings, Item Number 4.
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Observazfon 3067 has been escalated to Exception 3] I Igor three /'ea.vons:

KPM G Consulting considers the five sub-issues above unresolved, some issues appear to be at
impasse.
Qwest stated that elements described in the original Observatioll will not be finalized (and thus cannot
be implemented) until CMP Redesign is complete.
Based on Qwest's latest response and the current state ofCMP Redesign implementation, at least one
KPMG Consulting evaluation criterion for Test 23 would be assigned a "Not Satisf ied" result.

To summarize, criteria for use by Qwestls soiiware development teams to develop the priorities, capacity,
and capabilities of a software release are neither documented nor fully defined. The lack of estabiished and
documented development criteria, and a clear process for Qwest resource allocation for wholesale OSS,
may result in the Qwest software development teams' overlooking and/or ignoring CRS deemed important
to CLECs, as determined by the results of the prioritization process. Failure on the part of Qwest to attend
to CRS that CLECs deem critical to their business operations in a timely manner may result in lengthy
delays in implementing these changes. This may prevent CLECs from receiving important order and pre-
order functionality, thus inhibiting their ability to compete in the local exchange carrier market.

Qwest FormalResponse toException 3111 (02/I2/2002) :

Listed below are Qwest's responses ro each of the "sub-issues" identified in KPMG's previous response.
The numbers correspond to those used by KPMG.

Qwest will provide, via the data request process, documentation of the internal methods and
procedures that define the roles and responsibilities for Qwest personnel involved in prioritization of
CLEC initiated system change requests. The documentation will be made available by February Hz""'
2002.

:I

The Master Redline document, Section 9.2 states: "Ar the last Systems CMP meeting before
Prioritization, Qwest willjizcilitale the presentation full CRs eligible for Prioritization. At this
meeting Qwest will provide a high level estimate of theLevelofEj"orr of each CR and the estimated
total capacity of the release. This estimate will be a rough estimate of the number ofpersori hours
required to incorporate the CR into the release. "

Qwest has subsequently added similar language in the CR Initiation section to state that LOES
will he provided: I) Prior to prioritization 2) At packaging and 3) At commitment. The
submitted text will be reviewed with theCLECs during the next CMP Redesign session
scheduled for February 19"', 2002. Qwest will provide an update regarding the progress of
this issue in a supplemental response to this exception by February 22, 2002. MA l 1.0 and
SATE 11.0 will be the first releases for which Qwest will provide release capacity estimates
for use in the CR prioritization process.

3. As stated above in the response to sub-issue 2, Qwest agreed to provide the capacity constraints of
major releases for use in prioritization of CRs. Qwest also provides a high level estimate of the LOE
for all CR candidates for use CR prioritization. After prioritization, Qwest conducts a detailed
evaluation of each CR candidate beginning with the highest priority CR and ending when the capacity
of the release is exhausted. All of these activities are identical whether Qwestor a member of the
CLEC community initiated the CR.

The CMP redesign sessions conducted February 5-7 2002 concluded without a resolution to
CR prioritization. The topic will be re -addressed at the next CMP Redesign session scheduled
for February 19th, 2002. Qwest will provide an update regarding the progress of this issue in a

2.

1.
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supplemental response to this exception by February 22, 2002. When the prioritization
process is agreed upon this sub-issue will be completely addressed.

As stated in the prior response and reiterated in the response to sub-issue 3 above, Qwest provides a
high level estimate of the LOE required for each CR candidate, The high level estimate is for use in

candidate prioritization. After the release candidates are prioritized, using the process agreed to in the
CMP redesign, Qwest conducts a detailed assessment of the LOE for each candidate beginning with
the highest priority candidate and concluding when the estimated capacity for the release is exhausted.

Qwest and the CLECs have achieved significant progress toward defining theLOE estimation
process for change requests. These refinements are reflected in the most recent version of the
Master Redlined Document posted on Qwest's web site repository for CMP documents.

5. Qwest will provide, via the data request process, documentation of the internal methods and
procedures followed by Qwest to identify packaging efficiencies for system changes. The
documentation will be made available by February 22"d, 2002.

Almcl1ment(s): None

4.
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ROC Observation & Exception Formal Response

Test Vendor ID: EXP 2003

Qwest Internal Tracking ID 1 TI 281

Observation/Exception Title: Release Schedule Incomplete

Test Type/Domain: Relationship Management

Date Qwest Received: 03/29/2001

Initial Response Date: 04/12/200 ]

06/28/200 ISupplemental Response Date:

2nd Supplemental Response Date: 12/21/2001

3rd Supplemental Response Dare: 0242/2002

Test Incident Summary:

A11 exception has been identified as a result of the test activities of the pseudo-CLEC.

Exception :
Qwest does not follow its established release notification schedule when implementing MA releases, and
does not provide complete and accurate information in its release notifications to enable co-providers to
prepareadequately for certification and implementation of new releases.

Background:
When implementing a new MA EDI release, Qwest makes available a series ofdoeuments to co-providers
to assist them in their certification and implernentzltion efforts. Qwest's Co-provider Industry Change
Management Process (CICMP) organization handles the process of tracking releases and notifying co-
providers of release information and schedules. Qwest develops the schedulingof I l iA releases internally,
and posts the targeted timeline of release dates in a calendar on the CICMP web page,
During the P-CLEC's EDI implementation kick-offmccting, Qwest did not provide details relative to the
process by which it plans and schedules EDI releases. However, the P-CLEC presumes that the CICMP
calendar is based upon the MA Matrix in Qwest's Release Notification Enhancement document found on
the clclvlp web page. 1

Based upon the P-CLEC's experience in implementing EDI Release 6.0, Qwest has not followed its
established release timeline. Because of Qwest' s deviation from the posted release schedule, the P» CLEC
experienced implementation planning, resource scheduling, and quality assurance issues.
The attached spreadsheet provides a comparison between Qwest's expected release timeline, as defined in

the MA Matrix,2 the CICMP calendar's posted release notif ication delivery dates, and the actual dates that
the P-CLEC received Qwest release notif ications. As the attachment shows, on many occasions, Qwest
delivered release notif ications late. Specifically, Qwest published the Release 6.0 Recent if ication Notice on

the same day it released MA 6.0, three weeks after its projected delivery date. Qwest's Release Notes

1 http://www,Qwe8t.comf'wl1olesale dovvuloads/cnhancment l20600.ppt.
2 The projected release timeline was determined by counting backward the number of days or weeks stated

in the MA Matrix from Qwest's stated target release dates of December l l, 2000 for Release 60 and
February 26, 2001 for Release 6.01 .
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Descriptions, which should have been delivered six weeks prior to the target release date, on October 1 1,
2000, were not received by the P-CLEC until October 27, 2000.

Further, when Qwest provides release notifications to the co-provider community, it docs not always
provide complete and accurate information. For example, though Qwest published the Release 6.0
Baseline Candidates only one day after the date listed on the CICMP calendar - and approximately three
weeks earlier than the projected delivery date based on the MA Matrix timeline - Qwest had to release a
clarification to the Baseline Candidates 011 August 23, 2000- more than one month after the CICMP
calendar delivery date, and nearly two weeks after the MA Matrix-defined projected delivery date.
Qwest also released two addenda to its EDI Release 6.0 Disclosure Documents. These addenda were
published after the release ofIliA 6.0 to correct errors in the original Disclosure Documents.
The P-CLEC found the implementation of the two addenda to be euinbcrsorne due to its impact on the
integrity of the EDI mapping applications and the piece-meal nature of arriving at a complete set of
business rules specifications. Additionally, the P-CLEC found the analysis of the change summaries to be
confusing due to a lack of clarity as to how to incorporate the content in the second disclosure document
addendum. Specifically, it was not evident whether the second addendum was inclusive of the changes
noted in the first addendum. Qwest does not provide a documented process that details how a ea-provider
should implement changes noted in the disclosure document addenda.

Issue:
Because Qwest has not adhered to its stated implementation timeline, co-providers have not been afforded
adequate time to prepare for implementation of new releases. Co-providers must complete their analysis,
development, and testing efforts withina shortened time franc, which creates greater opportunity for errors
to occur in a ea-provider's implementation efforts.
Further, the incomplete nature ollQwest's release notifications further complicate co-providers'
certification efforts by forcing co-providers to work with continually changing documentation. Qwest's
inability to provide complete and accurate release documentation in its initial delivery of release
notiiieations greatly increases the time and resources a co-provider must commit to implementing a new
MA EDI release.

Impact:
lflQwest docs not meet its established timelines for the publishing oTIl'vIA EDI release documentation, co-
providerswill not be able to make a smooth transition from their current EDI release to a new release.
Further, multiple and frequent changes to release documentation causes co-providers to expend additional
time and resources on release documentation that is not necessarily complete or accurate. These frequent
and voluminous changes to release specifications will lead to the failure of co-providers' implementation
efforts, and will, ultimately, delay co-providers from entering into production in a new release and
cxeculing their business plans.

Qwest ResponseSummary:

Qwest has fully researched the issues outlined in this Exception and does not believe it constitutes a
problem.

During the project initiation discussion Qwest and the CLEC determine objectives and scope of the
implementation, the time frames, and the EDI interface release against which implementation will be
performed. Qwest provides a timeline otlwhen Release Notifications were and will be published and made
available to the CLEC. Qwest believes that this process currently adequately addresses the implementation
planning and scheduling activities.

All pertinent information is published by Qwest through the CICMP process and in interactions with the
CLEC, which includes a calendar on the CICMP web page, Release Notifications, and other documents.
While it is Qwest's utmost desire to meet or exceed all published target dates, it is noted that all proposed
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MA release dates are only targets and changes may occur during an MA release life cycle that impacts
these target dates. Should changes occur, Qwest will update its target dates and communicate this to the co-
provider.

With respect to the timing around re-certification, it should be noted that during the conversion to a new
MA EDI Release, it is the CLEC that initiates the beginning of the migration process. An initialmigration

meeting will be held to discuss re-certification, migration strategy and data conversion, A project plztn will
be developed and mutually agreed upon to assist in the scheduling of appropriate resources for the
migration.

HP Comments 05/14/01 '

As documented in the Exception, Qwest does not follow its established release notification schedule when
implementing MA releases, and does not provide complete and accurate information in its release
notifications to enable co-providers to prepare adequately for certification and implementation of new
releases. Co-providers mustcomplete their analysis, development, and testing efforts within a shortened
time frame, which creates greater opportunity for errors to occur in a co-provider's implementation efforts.
Further, Qwest's inability to provide eoniplete and accurate release documentation in its initial delivery of
release notifications greatly increases the time and resources a co-provider must commit to implementing a
new MA EDI release.

Discussion

Based upon the P-CLEC's experience in implementing EDI Release 6.0, Qwest did not follow its
established release timeline, as posted on the CICMP website calendar. Because of Qwest's deviation from
the posted release schedule, the P-CLEC experienced implementation planning, resource scheduling, and
quality assurance issues. In the Exception, the P-CLEC provided a table comparing the targeted release
dates of MA 6.0 Release Notifications, and the actual dates on which the release notifications were
distributed by Qwest. Among the late release nolitications, Qwest provided the 6.0 Recertification Notice
on the same day Release 6.0 was implemented and three weeks after the projected delivery date.
Further, this Exception noted that Qwest release notifications do not always provide complete and accurate
information. As examples, the Exception cited Qwestls release of a ciaritication to the Release 6.0
Baseline Candidates on August 23, 2000 - more than one month after the CICMP calendar delivery date
(July 20, 2000) and the release of the initial Baseline Candidates notification (July 21, 2000). The
Exception also reported that Qwest had to release two addenda to its EDI Release 6.0 Disclosure
Documents, published after the release ofIliA 6.0 to correct errors in the original Disclosure Documents.
The P-CLEC found the implementation of the two addenda to be cumbersome due to its impact on the
integrity of the EDI mapping applications and the piece-meal nature of arriving at a complete set of
business rules specifications. Additionally, the analysis of the change summaries was confusing because it
was not evident whether the second addendum was inclusive or exclusive of the changes noted in the first
addendum. This confusion is compounded by the fact that Qwest does not provide a documented process
that details how a co-provider should implement changes noted in Disclosure Document addenda.
In Qwest's response to the cited issues, Ir indicated that it does not believe this Exception documents a
problem with its systems or processes. Qwest indicated that, during the EDI implementation process with a
co-provider, Qwest provides a timeline ofwhcn Release Notifications were and will be published and made
available to the co-provider, and stated it believes this process adequately addresses the necessary
implementation planning and scheduling activities. Qwest noted that, while it is desirable tomeet or
exceed all published target release dates, there is a notice on the CICMP Release Calendar that all proposed
MA release dates are only targets and changes may occur during an MA release life cycle that impact

these target dates. Should changes occur, Qwest stated it wouldupdate its target dates and communicate
this to the co-provider.
With respect to the Exception's use of the delayed MA 6.0 Re-certitication Notice, Qwest indicated that,
during the conversion to a new MA EDI Release, it is the co-provider's responsibility to initiate the
migration process. An initial migration meeting will be held to discuss re-ceitification, migration strategy
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and data conversion. A project plan will be developed and mutually agreed upon toassistin the scheduling
of appropriate resources for the migration.

Recnnzmendulivll

HP docs not believe that Qwest has fully addressed the issues raised in this Exception. First, while Qwest
notes that its published target release dares may change during the life cycle of an MA release, Qwest has
not addressed the impact that such delays have on a co-provider's ability to accommodate and plan for new
release implementations on a sh ortened timeframe. Co -providers plan their release implementations based
on the release calendar provided by Qwest. If a co-provider cannot be assured that targeted release dates
will be mot, it will have diff iculty coordinating the necessary resources to implement the new release.
Further, when a documentation release is delayed, co-providers must alter their development and
implementation plans to ensure that the appropriate resources are available to complete the necessary
review and development in the shortened timeframe.
Second, Qwest indicated i11 its response that the co-provider is responsible for initiating the migration
process to a new release, and that, consequently, its publishing of the MA 6.0 Re-certification Notice three
weeks behind schedule, and on the same date MA Release 6.0 was implemented, does notconstitutea
problem. WhileHPaccepts that the co-provider may be responsible for initiating migration to a new MA
release, this does not remove from Qwest the responsibility to notify co-providers in a timely manner that
re-certification and migration plans need to be developed. The Re~certification Notice is important to co-
providers in their planning, for the migration process in that it provides the titnefrarnes in which re
certification must be completed.
Third, in addition to Qwestls delayed publishing of Relense Notif ications, this Exception also addressed the
issue of Qwestls frequent re-release of Reiease Notices and Disclosure Documentation. As was
documented in the Exception, when Qwest releases addenda to its documentation, co-providers are forced
to develop their interfaces in a piece-meal fashion and often have to re-code their EDI maps to account for

changes to Qwest's business rules specifications. This requires ea-providers to devote additional time and
resources to the development and implementation of new MA releases. 111 its response, Qwest did not
address this deficiency in its release change management process.
HP recommends that this Exception remain open pending the outcome of the current ROC TAG review of
proposed Change Management Performance Indicator Definitions (PIDs). Of the Change Management
P[Ds under consideration, this Exception directly correlates to "PO -16 Timely Release Notifications,"
proposed by Qwest and "RQ-3 Release Quality," proposed by the ea-provider community. Implementation
of these PIDs will require Qwest to resolve the root cause of the issues cited in this Exception in order to
meet established benchmark performance standards.
Further, HP requests clarification with regard to the multiple releases of Disclosure Document addenda and
release notifications cited in this Exception, as these multiple releases have a significant effect on the
quality and reliability of an MA EDa Release, and impact a co-provider's ability to plan, develop, test and
implement its EDI interface. The attached table, identifying the multiple revisions and addenda to the MA
Release 6.0 Disclosure Documents, shows the magnitude of this impact on ea-providers.

Qwest Supplemental Response to HP Comments (06/28/2001) :

Qwest is making a proposal to change its change management program to meet the needs of the industry
and align Qwest with evolving industry directions. To this end, Qwest is working this issue in the
regulatory workshops and the CICMP Forum and has prepared a proposal for collaborative development of
a change management program that will address the eoneems raised in this and other observations. The
details of the program will be collaboratively ref ined with the CLECs in the Qwest CICMP forum. Qwest
has identified and expects the program to contain the following elements, some of which address the issues

raised in this observation. For example:
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On a quarterly basis, Qwest would begin sharing with Co-Providers its 12-Month Development View
(View) that includes all proposals that impact Co-Pr0viders thos€ initiated by Qwest and Co-
Providers_ Co-Providers would then have an opportunity to provide Qwest with input to the
development plan .

Qwest proposes to improve its application-to-application notification process to meet the requirements
proposed by the industry's Ordering and Billing Forum (OBP) with Issue 2233. Qwest proposes to
incorporate into the CICMP Qwest initiated CRs which impact Co-Providers, classifyandprioritize
CRS by severity type and collaborate with CLECs to develop system releases that include and meet
regulatory, system and CLEC requirements.

In addition, Qwest's proposal will include guidelines and procedures for:
Escalations/Expeditcs of changes
New and/or Retired Iliterfaces
Change notification lOt P1'oducts/Processes

Qwest believes that this comprehensive and collaborative approach to change management wit] address
these issues and align Qwest with the direction the industry is taking with change management. Additional
information/details will be available once the work in regulatory workshops and with the CLECs has
concluded.

Qwest is in ongoing negotiations with the ROC TAG to arrive at agreement on two Change Management
Performance Indicator Definitions (plots), The Change Management PaDs under consideration include
"PO- 16 Timely Release Notifications," and "GA -7 Software Outage Resolution". A meeting was held
June 2U'h to review the latest drafts of these proposed PlDs. In that meeting tentative agreement was
reached on PO-16 Formal TAG approval is expected in the June 28th TAG meeting. Qwest needs to
provide a response to two outstanding issues on GA -7 and expects approval upon satisfactory resolution of
these two issues. Implementation of these PaDs will require Qwest to resolve the root cause of the issues
cited in this Exception in order to meet established benchmark performance standards. Qwest does not
support the third Change Management PID, "RQ-3 Release Quality," proposed by the co-provider
community. This PID proposal is at impasse and under review by the ROC Steering Committee.

HP Supplemental Recommendation (/2/2//2001) :

HP agrees with Qwest's proposal in their Supplemental Response dated 6/28/2001 :
"Qwest is making ii proposal to change its change manage/nent program to meet the needs of the
indzzsrry and align Qwest with evolving industry direcriomv. "

Due to the nature of the complexity of the solution to this Exception and the length of tirnc it will take for
Qwest to implement, HP recommends that this Exception remain open pending the successful
implcmentatiori of the changed CICMP process.
Based on Qwest's Agenda provided for the July 1 lash, 2001 "CLEC/Qwest working session to modify the
Change Management Process", there will be a timeline adapted for proposal review with the CLEC
community.
And further based on the outcome of the timeline development, HP will provide an update to this Exception
recommendation on a quarterly basis.

Qwest Focus 0&E Supplemental Response (12/21/200/):

Qwest held a call on December 13 with HP to clarify remaining questions in order to close thisobservation.
Qwest will proceed to answer the remaining questions listed below from this call.
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Has Qwest addressed the impact that changes to published target release dates during the life
cycle of an MA release have on a co-provider's ability to accommodate and plan for a new
release implementations 011 a shortened timeframe?

Qwest Response:Qwest has addressed the impact that changes to published target release dates
have cma CLEC's ability to accommodate and plan for a new release. In the CMP Redesign
effort, Qwest and CLECs have collaboratively developed language governing IMA-EDI releases.
This language is included iii the Changes to Existing OSS Interfizces section of the Master
Redlined CLEC-Qwest CMP Re-design Framework - Revised I2~I0-01
(http://www,qwesl.com/wholesrzle/snip/redesign.htmu. This section details how Qwest will follow
a 73-calendar day timeframe, beginning with the publication of draft technical specifications,
similar to the timeline outlined in the proposed Ordering and Billing Forum (OBF) guidelines.
Qwest will begin implementation of this timeline and language beginning with IMA-EDI release
10.0.

2. Has Qwest addressed requirements for Re -certification Notice to co-providers that re-certification
and migration plans need to be developed? Timeframe requirements? Content requirements?

Qwest Response:The CMP Redesign team, along with Qwest, is negotiating retired
language to the existing certification and re-certification processes, including discussion of
migration test planning, content, and timeframes. Qwest has provided the Redesign Team with
proposed language addressing these subjects. The Redesign Team will address these issues at the
January 22, 23, and 24 Redesign session.

3. Has Qwest addressed issues with regard to the multiple releases of Disclosure Document addenda
and release notification releases?

Qwest Response: Qwest will propose language on January 18, 2002, that will address the CLEC's
concerns regarding multiple changes to Disclosure Documentation in a post production
environment that requlrc changes Lo CLEC's systems. Addendum language will be discussed and
potentially agreed upon during the January 22, 23, and 24 Redesign session.

4. Has Qwest addressed deficiencies in its release change management process related to Qwest's
release of addenda to its documentation?

Qwest Response: See Qwest's response to #3 above.

HP 2nd Supplemental Recommemlation (January 11, 2002):

Qwest's responses to Questions #2 and #3 indicate that the CMP Re-Design Core Team will be reviewing
proposals related to the resolution of the Exception during the January 22-24 redesign meetings.
Also, Qwest indicates in its response to Question #3 that it has not yet completed the proposed draft
language or provided it to the redesign team. This proposed language, according to Qwest, will be
available on January 18, 2002.

In order to ensure that the language proposed by Qwest, and reviewed by the CMP Re-Design team,
addresses the open issues of this Exception, HP requests the fo llowingf

Qwestprovide HP with copies oft/ae proposed language, referenced in its responses toQuestion
#2 and #3 above, that have been, or will be, provided Io the CMP Re-Design Core Teamjbr
discussion in the January 22-24 redesign meetings; and
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Qwest provide HP with a summary of the discussions, and any decisions made, during the January
22-24 redesign meetings on the points that apply to the answers provided in this response.

HP will continue Io nwniior this Exception by means of re-test (Category 4) and will provide a
so/pplemenlal response after #be above requestshave been salisjied and completed.

Qwest Response to HP Second Supplemental Recommendation (February 12, 2002)

Qwest has reviewed HPs request and is providing the following information and documentation in response
to items I and 2 above.

1) Qwest [to] provide HP with copies of/he proposed language, ref/'érenced in its responses to Question #2
and #3 above. tit azizave been, or will be, provided ro the CMP Re-Design Core Team/br discussion in !he'
January 22-24 redesignmeetirzgs;

Qwest has attached the two documents that outline the proposed language for Disclosure addenda
(Attachme rt 1) and Certification/Re-certification (Attachment 2). Certitication/Re-certification
language was discussed and inserted into the "Master Redlined CLEM-Qvest CMP Redesign
Framework - Revised 02-07-02" at the February 5-7 CMP Redesign session. Section 10.1 of the
agreed Certification/Re-certification language, which is included in Attachment 2, addresses test
planning, content, and timeframes. Qwest's disclosure addendum proposal has not been discussed
to date.

2) Qwest pro vide HP with a summary of the discussions, and any decisions reade, during the January22-
24 redesign meetings on zfhe points lhczt apply to the answers provided in this response.

Qwest proposed that both of the items described above be covered in the January 22-24 Redesign
session. See the agenda mailed to attendees with the appropriate highlights (Attachment 3).
Unfortunately, many issues were not addressed due to extended discussions on some issues.
Certification/Re-cenif1eation language was discussed and inserted into the "Master Redlined
CLEC-Qwest CMP Redesign Framework - Revised 02-07-02" at the February 5-7 CMP Redesign
session. Qwest disclosure addendum proposal has not been discussed to date.

Aftac/zment(5) ' ROC_TI28 l__EXP2003_Attac11mcnt_l_
ROC_TI28 l_EXP2003_Attachment_2_02_12_02_doc,
ROC_TI28 l_Ex P2003_Attacl1m¢nt_3_()2_ l 2-02.doc

02_l2_02.doc,

ROC_TI28l_EXP2U03_Qwest Resp to HP 2nd Supp Rec__02_1202
Qwest Communications, Inc.

2/13/2002 - 9:41 AM
Page 7 of 7
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EXCEPTION 3094- SECOND RESPONSE
|

Qwest OSS Evaluation

Initial Release Date: December 12, 2001
First Response Date: January7, 2002
Second Response Date: February 12, 2002

EXCEPTION REPORT

An exception has been identified as a result of the test activities associated with the
Change Management Test, MTP Test 23 .

Exception'

Qwest did not adhere to its established change management process for notifying
CLECS about a proposed change, and allowing input from all interested parties.

Background:

The Qwest Product/Process Change Management Process (CMP) is the method used by
both Qwest and CLECs to introduce and implement changes to Qwest wholesale products
and business processes. The Qwest CMP managers are responsible for the administration
of Change Requests (CRs) and Notifications, including changes to, and updates 012
relevant Qwest documentation. The Qwest Subject Matter Experts (SMEs) are
responsible for the products and processes associated with proposed changes.

KPMG Consulting observed an instance in which Qwest did not provide CLECs with
complete information about, and a reasonable interval for, a CLEC-impacting CR. On
October 17, 2001 Qwest informed CLECs of a Qwest-initiated Process CR PC10010l-5
"Clarification of additional testing process" (see Attachment A), which was scheduled for
implementation on November 19, 20011. At a follow-up meeting on October 31, 2001,
CLECs reported to Qwest that the CR would affect their business operations, and that
Qwest did not provide adequate information about this CR to answer the following
questions:

• Regulatory: CLECs requested that Qwest investigate whether or not the proposed
CR would comply with Qwest's legal obligations, such as SGATs and
Interconnection Agreements,
Products: CLECs requested that Qwest provide a list of all products affected by
this CR. At the follow-up meeting, Qwest was unsure if the CR would affect line-
shared loops, and
Documentation: CLECs requested that Qwest include the precise wording of the
affected Product Catalogue (PCAT) in the CR. In the CR, Qwest provided
limited text to describe the new process, and how the changes would affect
CLECs.

1 information about this CR and supporting documentation (process documentation, process presentation,
and Question & Answers) may be found athnn://www.qwest.ccm/wholesale/cmp/changereq,uest.html.

l.4.:;;»/ . 1AnnaConsulting
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10/17/20
01

Qwest presented change request (CR) PC100lOl-5
"Claritlcation of additional testing process" at the monthly
Change Management meeting.

10/31/20
01

Follow- up meeting held Intended for Qwest to clari/
outstanding issues.

11/26/20
01

Qwest answered some of theFollow-up meeting held
questions from CLECS.

12/01/20
01

Scheduled process implementation date

12/04/20
01

Qwest notification about update applied to CEMR User
Guide.
CLECs issue written statement requesting a status update, and
that Qwest immediately stop implementation of this CR.

EXCEPTION 3094- SECOND RESPONSE
Qwest OSS Evaluation

In order to respond to the remaining CLEC inquiries, Qwest scheduled a follow-up
meeting on November 26, 2001, and delayed the scheduled implementation until
December 1, 2001.

During CMP Redesign meetings, at least three CLECs made an attempt to halt the
implementation date and escalate this CR. Qwest implemented CR PC100101-5 on
December 1, 2001, and distributed a notification on December 3, 20012.

The event timeline for the CR that is the subject of this Exception is as follows:

Issue:

KPMG Consulting observed the fol lowing issues related to CR PCl00lOl-5:

Qwest, through the CMP, did not provide adequate information to CLECs about a
signif icant CLEC-impacting process change,

Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four (4) business days for CLECs
to prepare for the proposed change 3,

• Qwest, through the CMP, did not respond to input from all interested parties, a
number of CLECs objected to Qwest's implementation of this change and
requested its immediate suspension.

2 Qwest notification titled "Documentation:
3 At the time oflhis report,
and regulatory aspects of this CR.

CEMR: User's Guide Updated: I2/03/0l ."
KPMG Consulting observed that Qwest and CLECs had not agreed on all legal

QM!4 I

02/13/2002
Page 2 of 24
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EXCEPTION 3094- SECOND RESPONSE
Qwest OSS Evaluation

-

Qwest, through the CMP, did not update CR status on a timely basis,

Qwest CR includes rate changes that are not explicitly defined to be within the
scope of CMP.

Impact:

Qwest did not adhere to its established change mansgenient process for notifying CLECs
about proposed changes, and allowing input from all interested parties. In this instance,
Qwest's failure te conduct thorough research prior to CR initiation necessitated follow- up
investigations that increased the length of legal, regulatory, and operational discussions,
thereby reducing the time allowed for CLECs to prepare for proposed changes. Any
changes that are implemented without close examination by all interested parties may
override Qwest's prior agreed upon service obligations to CLECs.

Qwest Formal Response (12/21/01) :

This Exception is premised on KPMG's statement that "Qwest did not adhere to its
established change management process for notifying CLECs about proposed changes" in
processing the CR at issue. KPMG appears to assume that the process that applies to this
CR is the Interim Qwest Initiated Procl1,i¢;'z/Process Change Request Initiation Process
that was developed in the CMP Redesign Sessions. CLECs have now clearly stated,
however, that they never intended for that interim process to apply to the Qwest-initiated
change at issue here.

At the time Qwest issued this CR, Qwest believed that das interim process might apply to
the testing process clarification and, therefore, in good faith, submitted a CR. However,
there was confusion between Qwest and the CLECs regarding the applicability of that
interim process. The CLECs subsequently clarified at the December i0-11, 2001
redesign session that they never intended for that interim process to only apply to
anything except changes that arose from 271 workshops or OSS testing. The interim
process, as clarified by the CLECs and agreed to by Qwest, currently calls for Qwest to
initiate CRs only for changes that alter CLEC operating procedures (as determined by
Qwest), and that are made as a result of third party test or a 271 Workshop. Therefore,
under the established change management process, Qwest was not required to submit or
process a CR for this issue in the first place. Nonetheless, even though submission of the
CR turned out not to be necessary, Qwest submitted a CR in good faith and followed the
interim process.

Qwest's responses to each of the five bullet points KPMG raises are set forth below,

KPMG Issue:Qwest, through the CMP, did not provide adequate information to CLECs
about a signg'?canr CLEC-impactingprocess change;

55551
02/13/2002
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Qwest provided information and answered CLEC questions regarding this CR by
introducing CR No. PC100101-5 to the CLEC community through the Change
Management Process (CMP). As noted above, at the time Qwest submitted this CR, it
did so based on a good faith effort to comply with the Interim Qwest Initiated
Product/Proeess Change Request In iliafion Process. Sin Ce that time, the CLECs have
clarified that they want that process to only apply to certain changes arising from 271
workshops or OSS testing. All other Qwest initiated product/process changes will be
discussed at future Redesign sessions. At those future sessions, the nature and amount of
information that Qwest must provide regarding its product/process CRS will be defined.
Thus, Qwest provided more infonnation than was required under existing processes by
submitting the CR to the CLECs.

The process for additional testing described in the CR, which was introduced on October
17, 2001, did not change from that time until the time it was fully implemented on
December 1, 2001. Thus, the CLECs had more than 6 weeks -- not only 4 days -- to
prepare for the change. The chronology below outlines the key notification dates relating
to this CR.

Qwest's efforts to provide information did not stop with submitting the CR. Qwest held
at least three meetings with CLECs to provide information and answer CLEC questions
relating to the CR. See Chronology of Evellts below.

Qwest Response:

10/17/01
provide

KPMG Issue:Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four (4) business daysfor
CLECs to prepare for the proposed changes,.

Qwest response'

Chrnnologv of' Events for CR No. PC 100101-5

10/26/01
CR in

scheduled by

4 At the time of this report, KPMG Consulting observed that Qwest and CLECs had not agreed on all legal
and regulatory aspects of this CR.

-

detailed package for CLEC review. Walk through meeting to be

Notification forwarded to the CLEC community regarding presentation of

CMP Meeting: Qwest introduced "Description of Change" and agreed to

the October 31, 2001 CMP Re-Design Meeting.

Qwest in the late October/early November 2001 time frame.

EXCEPTION 3094- SECOND RESPONSE
Qwest OSS Evaluation
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10/31/01

11/08/01

11/08/01

11/14/01 -

11/28/01

11/26/01

11/13/01

11/28/01

11/24/01 -

11/30/01 l

CR presented to the participating CLECs at the CMP Re-Design Meeting.
CLECs were requested to provide comments. Qwest agreed to d e l a y
ini t i a l implementation date to address CLEC concerns.

Qwest Notif ication (Document No. PROD11.08.R.00197.Mtce&Repair
Language, Subject: Update to Product Information on Maintenance and
Repair Language within EEL, UDIT, LMC and Unbundled Loop General)
transmitted to CLEC community.

No comments were received from the CLEC community regarding PCAT
documents posted to the Qwest Wholesale CMP Document Review
Website.

Notification transmitted to CLEC community regarding follow-up meeting
scheduled for l 1/26/01.

"Questions & Answers for Additional Testing 11/26/01" document posted
to Qwest Wholesale website
httpt//www.qwest.com/wholesale/cmp/changerequest.html

CMP Meeting - Qwest advised CLEC community that PCAT documents
currently are available for comment.

"Additional Testing Process Document - 11/09/01" and "Additional
Testing Process Presentation - 11/09/01 " posted to Qwest Wholesale
website: http://www,qwest.com/wholesale/cmp/changerequesthtml These
documents were previously posted in the Qwest Wholesale CMP Re-
Design website: http://www.qwest.corn/wholesale/cmp/redesign.html

PCAT Documents posted to the Qwest Wholesale CMP Document
Review website: http://www.qwest.com/wholesale/cmp/review.htm1.
Comments from CLEC community due in 15 calendar days (1 I/23/01), as
stated in "Interim External Change Management Process for Qwest
Initiated Product/Process Changes," Version 6 - l 1/26/01 ,

Qwest conducted a follow-up meeting with the CLEC community to
discuss any technical issues with the CR (primarily operational and testing
issues). Responses to questions were prepared for posting on the Qwest
Wholesale  WEB page.

Qwest IT Wholesale Communicator, November 30, 2001, Document No.
SYST. 11 .30.0 1 .F.02444_CEMR__UG_Update, CEMR User's Guide
Update transmitted to Qwest Wholesale Customers

EXCEPTION 3094- SECOND RESPONSE
Qwest OSS Evaluation
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EXCEPTION 3094- SECOND RESPONSE
Qwest OSS Evaluation

12/05/01
CR.

Formal Escalation received from Eschelon regarding implementation al'

12/06/01 _ Qwest response sent acknowledging receipt of Formal Escalation from
Eschelon (PC100101-5-E01).

12/07/01 - KMC Telecom notified Qwest to participate in the formal escalation
initiated by Eschelon.

KPMG Issue:Qwest, through the CMP, did not respond to input frorn all interested
parties; a number of CLEC5 objected ro Qwest 's implementation of this
change and requested its immediate suspension.

Qwest response:
Qwest acted on CLEC input by holding additional meetings and agreeing to delay the
original implementation date. Further, the processes that Qwest and the CLECs agreed to
use for resolving disagreements are the escalation and dispute resolution processes.
CLECs have invoked the escalation process with regard to this CR. In accordance with
that process, Qwest responded to the escalation and offered a proposed process for
resolving the CLEC concerns. Qwest will continue to abide by the agreed processes for
resolving the disagreements relating to this CR and hopes to reach a mutually agreeable
solution to the issues.

KPMG Issue:Qwest, through the CMP, did not update CR status on a timely basis;

Qwest response:

The CMP database is posted to the website on an "every third day" basis with updated
CR status, status history, responses, meeting minutes, etc. for all active CRS. Qwest
therefore does not understand KPMG's statement and needs additional detail regarding
the specific issue if KPMG needs a more specific response.

KPMG Issue'Qwest CR includes rate changes that are not explicitly defined to be within
the scope ofCMP.

Qwest response:

The Qwest-initiated CR at issue here does not include rate changes. The purpose of the
CR is to clarify that, if a CLEC chooses not to perform diagnostic testing to determine
whether trouble resides within the CLEC's network, the CLEC may request that Qwest
perform that testing on the CLEC's behah Under the process, a CLEC that asks Qwest
to test on the CLEC's behalf also authorizes Qwest to charge the CLEC for performing
that testing. Qwest proposed to use existing labor rates -- in CLEC interconnection

Fun1 ms
02/13/2002
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EXCEPTION 3094- SECOND RESPONSE
Qwest OSS Evaluation

agreements or the SGAT -- for performing the testing. Qwest also offered to enter into
an amendment to interconnection agreements to specify the rate if a CLEC preferred to
address the issue that way .

KPMG Consulting's First Response (01/07/02):

KPMG Consulting reviewed Qwest's response and found that the information presented
differs in several ways from KPMG Consulting's understanding of the Interim
Product/Process CMP. Qwest stated, in October 200i, that it would submit CRs for
changes to products or processes that alter CLEC operating procedures, and that the
Interim ProducUProcess CMP would govern all Qwest-initiated Product/Process CRs.5
KPMG Consulting attended the October 17, 2001 Product/Process CMP Meeting, and
observed that Qwest planned to implement PC10010l~5 sooner than the 45-day interval
that the interim process specifies. CLECS expressly stated that this change would be
CLEC- impacting. 6

KPMG Consulting observed that, on October 31, 2001 , Qwest agreed to take the
following action items:

Regulatory:

Products:
Documentarian:

Qwest would investigate whether or not the proposed CR would
comply with Qwest's legal obligations, such as SGATs and
Interconnection Agreements,
Qwest would specify the products affected by the proposed CR,
Qwest would provide CLECs with the revised PCAT language.

At the October 31, 2001 meeting, Qwest agreed to change the implementation date from
November 19, 2001 to December 1, 2001. This change was made because Qwest
planned to address important questions related to the above three topic areas at the
follow-up meeting scheduled for November 26, 2001.

In response to CLEC objections, Qwest's legal and change management staffs stated, on
November 29, 2001 , that Qwest would investigate whether or not the implementation of
this change would be suspended. As of December 1, 2001, however, Qwest had not
provided CLECs with any status update regarding this CR. Based on infonnation onthe
Qwest CMP Web site, it was unclear if CR PC100101-5 was going to be suspended,
delayed a second time, or implemented on December 1, 2001. In response to a CLEC
inquiry regarding the issue, Qwest fonnally informed CLECs, on December 4, 2001, that
CR PCl00101-5 had been executed on December 1, 2001, and advised the inquiring

5 Qwest Corporation 's Report on The Status ofChnnge Mcrrwgemenf Process Redesign before the Public

Utilities Commission of the Slate 0/'Coloradodated October 10, 2001.
6 The draft meeting minutes of the October 17, 2001 Product/Procsss CMP meeting were included in the
November 2001 Product/Process CMP distribution package located at
http://www.qwest.com/wholesale/downloads/2001/011 1 I2/ProductProcessNovDistPacka_ge2.pdf

9
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EXCEPTION 3094- SECOND RESPONSE
Qwest OSS Evaluation

CLEC, through an email response, that interested parties should escalate the issue
through the formal Change Management escalation procedure.

Based on the above events, KPMG Consulting provides a review each of the major issues
included in this Exception:

Following its responses to important regulatory, product, and documentation
questions, Qwest allowed onlyfour (4) business daysfor CLECs to preparefor
the proposed change.

Appendix A shows that the original CR form lacked specific infonnation about
the proposed change. As of October 31, 2001, Qwest had not provided CLECs
with details or answers that addressed important regulatory, products, and
documentation questions. In addition, KPMG Consulting observed that Qwest
had not provided CLECs with draft PCAT documentation until November 8,
2001. In the absence of the above information and/or documentation, CLECS
were unable to adequately prepare for the proposed change in advance of its
implementation. Qwest's failure to conduct thorough research prior to initiating
the CR necessitated to] low-up investigations that increased the length of legal,
regulatory, and operational discussions, thereby reducing the time allowed for
CLECs to prepare for the proposed change. Based on the above observation,
KPMG Consulting respectfully disagrees with Qwest's statement that CLECs had
"more than six weeks" to make informed decisions and adapt to the proposed
change.

2, Qwest, through the CMP, did no! provide adequate itafo/'mation to CLECs about a
sTgnuican'e' CLEM-impczcfingprocess change.

KPMG Consulting observed that Qwest did not provide CLECs with adequate
information in advance of the CR implementation. As shown in Appendix A, the
original CR form, which CLECs expressly stated on October 17, 2001 would
impact their business operations, lacked specific information about the proposed
change. As of October 31, 2001, Qwest had not provided CLECs with details or
answers that addressed important regulatory, product, and documentation
questions. In addition, KPMG Consulting observed that Qwest had not provided
CLECs with draft PCAT documentation until November 8, 2001, and a follow-up
meeting did not take place until November 26, 2001, four days before the CR's
actual implementation. Qwest's failure to provide information necessitated
follow-up investigations that increased the length of legal, regulatory, and
operational discussions, thereby not affording CLECs adequate time to prepare
for the proposed change.

3. Qwest, through the CMP, did not respond ro fnputfrom all inl'erestedparties; a
number of CLECs objected to Qwest'5 implementation Qfthis change and
requested its immediate suspension.

. . I
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KPMG Consulting understands that CLECs have invoked the Escalation Process
with regard to the CR in question. Nonetheless, since Qwest did submit a CR
through the CMP, the fact that Qwest implemented the change - in spite of CLEC
objections - indicates that, within the overall CMP framework, there is a lack of
clarity between what Qwest defines as a CR, and a Qwest unilateral notification
of process change. In addition, Qwest was unable to answer all CLEC inquiries s at
the additional meetings held to discuss this CR in more detail. At the November
29, 2001 meeting, it was still uncertain whether or not the change would be
implemented on December l, 2001.

4. Qwest, rhrauglz Ike CMP, did not update CR status on a timely basis.

Qwest distributed SYST.l1.30.01 .F.02444_CElVIR_UG_Update at 10:39 AM
MST on December 3, 200] (see Appendix B). On November 29, 2001, Qwest
legal and change management staff indicated that Qwest would investigate
whether or not the CR would be suspended, but did not provide CLECs with the
status update until December 4, 2001, three days after the change had gone into
effect. As of December I, 2001, the CR status report on the Qwest CMP Web site
did not indicate itlcR PCl00101-5 was suspended or implemented.

5. Qwest CR includes rate changes ha: are not exp{icizl_v defined as within the scope
0fcmp.

Qwest's response to divs issue stated that the CR, itself, did not result in rate
changes. However, the change in question is Qwest's implementation of a new
testing process for Maintenance & Repair that results in Qwest's unilateral
imposition of labor rates without CLEC agreement. The change potentially does
have a significant financial impact on some CLECs. KPMG Consulting is aware
that rate changes are not explicitly defined as within the scope of CMP, but would
expect all Qwest-initiated CRs to follow the defined CMP Process.

KPMG Consulting did not observe Qwest's offer? to enter into an amendment to
interconnection agreements. KPMG Consulting reviewed the Questions &
Answersfor Addz'riona! Testing 1]/26/200] documents, and was unable to locate
information to support Qwest's statement. Instead, KPMG Consulting observed
that Qwest repeatedly stated in meetings that the CR was a clarification of
existing requirements, thus making an amendment unnecessary. For instance, at
the October 31, 2001 meeting, one CLEC asked if Qwest had checked all existing
interconnection agreements to ensure that the CR was consistent with Qwest's

7 Qwest quote from December 21" response: "Qwest also offered to enter into an amendment to
interconlwction agreements to specify the rate if a CLEC preferred to address the issue that way."
s The Questions & Answersfor Additz'onal Testing 11/26/2001 document is located at
http://www.qwestcom/wholesale/downloads/200I/0l 1 l28/QA CR Pcl00l0 I-50ptTestingl 1260l.doc.

02/13/2002
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EXCEPTION 30g4__, SECOND RESPONSE
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legal obligations. Qwest replied, "yes," suggesting that no amendment was
necessary.

KPMG Consulting recommends that this Exception remain open pending resolution
of the above issues.

Qwest Response to KPMG Comments (01/25/02):

This Exception needs to be viewed in the unique context of the interim process for
product and process changes in the Change Management Redesign process. During the
redesign sessions, there was a misunderstanding regarding the scope of an interim
process and the status of the CMP Redesign Team's discussions regarding that process.
The redesign misunderstanding uniquely impacted the Additional Testing CR. As a
result of that misunderstanding, the Additional Testing CR was initiated pursuant to the
interim process established by the redesign team. Because of objections raised by CLECs
in the redesign sessions, the Additional Testing CR was then handled pursuant to the
process that existed before the redesign sessions began. As a result of the unique
situation caused by the redesign misunderstanding, the issues raised in this Exception do
not reflect the kind of systemic departure from procedure that is appropriately raised in an
Exception. Further, the issues raised in this Exception appear to be confused by the
inclusion of CLEC advocacy positions and/or requests in the factual recitation. The
relevant facts are set forth below.

• Qwest i11itiat€d this CR under the Irnerim Qwest Product/Process Change
Management Process.

As Qwest stated in its initial response, at the time Qwest issued this CR, Qwest believed
that the Interim Qwest Initiated Product/Process Change Request Initiation Process that
was developed in the CMP Redesign Sessions might apply to the testing process
clarification and, therefore, it submitted the CR. Since that time, it became apparent that
the CLECs and Qwest had different understandings regarding the scope of the interim
process. The CLECs and Qwest have spent a great deal of time in CMP Redesign
Sessions discussing their respective positions regarding the interim process. During these
sessions it became clear that the CLECs intended that the interim process should only
apply to changes that were generated by the 271 workshops or OSS testing. Qwest
agreed to this limitation on the scope of the interim process.

These discussions are reflected in the meeting minutes for the CMP Redesign Sessions
held October 30 through November l, 2001 (see pp. 2-3), November 13, 2001 (see p. 5),
and November 27 through November 29: 2001 (see pp. 13- 15). Copies of the discussion
summaries from these minutes have been provided with this response or they may be
located at the following URL under subheading Meeting Minutes,
http:j/qwcst.com/wholesale/cmp/redesilgnlitml

95715Consulting

02/13/2002
Page 10 of 24



EXCEPTION 3094-- SECOND RESPONSE
Qwest OSS Evaluation

• Qwest processed this CR in accordance with the interim process until it became clear
that the interim process did not apply.

The interim process requires that Qwest post its CR and related documentation to the
CMP web site, and discuss it at the CMP Monthly Forum. The CLECs may raise any
questions during the discussions and submit written comment through a mechanism on
the web site. Any issues that are not resolved can be escalated,

Qwest followed the interim process by issuing the CR, discussing it at the CMP Monthly
Forum, and posting the documentation changes on the CMP web site. Qwest also held
meetings with die CLECs in addition to the CMP Moodily Forum in which Qwest
answered CLEC questions relating to the CR. Qwest received no written comments
through the web site mechanism. Qwest responded orally and in writing to the issues the
CLECs raised in the several meeting that were held. These actions satisfied the interim
process.

For ease of reference, a copy of the Interim Qwest Product-Process CMP document has
been provided with this response or can be located at the following URL under Redesign
Documentation, http://q'.vest.com!'wholesale/cmpfrcdesign.html

• Qwest has also complied with the existing change management process.

By December 12, 2001, when this Exception was written, it was clear that the interim
process did not apply. Thus, Qwest was not required to issue or process any CR in
accordance with that process. Because the CMP Redesign team has not agreed to any
other product/process procedures, the process that applies is the existing change
mniiagement process. Under the existing process, Qwest must only provide notice before
implementing a change (the existing process document titled Current CICMP has been
provided with this response.) Qwest has gone far beyond that simple requirement by
issuing the CR, holding several meetings to discuss the CR and answer CLEC questions,
and issuing the documentation for comment.

• The remaining issues raised in this Exception do not change the analysis set forth
above.

There are other issues raised in this Exception, such as KPMG's statement that that there
was confusion in the November 29, 2001 CMP Redesign Session regarding whether the
CR would be implemented on December l. The minutes for that meeting do not reflect
any such confusion. Moreover, Qwest clearly stated at the end of the conference call
held with the CLECs on November 26, 2001 to discuss the CR that it would implement
the CR on December 1. There was no reasonable basis for any such confusion.

KPMG also points to a CLEC request for suspension of the CR. It is important to note
that neither process required Qwest to delay or cancel irnplernentation simply because a
CLEC disagreed with or raised questions regarding Qwest's proposed change.

1.4 f, _ ~~13 llConsulting
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Furthermore, Qwest has reviewed the change management processes of other companies,
and no other process in the country, including processes reviewed by KPMG in other
tests, includes a requirement that the ILEC suspend a proposed change if a CLEC objects
to the change. Instead, any such issue upon which agreement could not be reached is
required to be treated in the same way under the existing change management process
and the interim product/process change management process: they are to be escalated.
That is, in fact, what happened with this CR -- Eschelon and other CLECs initiated an
escalation. This was the appropriate method for resolving any unresolved issues under
both processes.

A tiachm en ts:

•

•

ROC_TI764_EXP3094__Qwest INTERIM QWEST RODUCT-PROCESS_CMP-
Revised_10- 3-01__01_25_02.doc
ROC_TI'16___EXP3094_CMP Redesign Meeting Minutes Nov 27-29_01_25_02.doc
ROC_TI764_EXP3094_CMP Redesign Meeting Nov 13 Final
Minutes__01_25_02.doc
ROC__TI764_EXP3094_CMP Redesign Meeting Oct 30.31 - Nov 1 Final
MinuLes__0I_25_02.doc
ROC TI764 EXP3094 Current CICMP Doc Last Revised 05- 1 l-01_01_25_02.doc

l.
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KPMG Consulting's Second Response (02/12/02):

KPMG Consulting has reviewed Qwest's January 25, 2002 response along with the
following referenced documents:

(H) Final CMP Redesign Meeting Minutes 10/80/220/ - 1]/I/20019
(b) Final CMP Redesign Meeting Minutes 11/13/2001 ;
(C) Final CMP Redesign Meeting Minutes 1 I/27/200] - J]/'29/2001; and
(d) Interim Qwest Product/Process Change Management Process dated 10/3/2001.

In addition, KPMG Consulting reviewed other meeting minutes and materials relevant to
this Exception and available at the Qwest CMP Web sites:

(e) Draft Meeting Minutes for Product/Process CMP Monthly Meeting 10/17/2001;
(f) Draft Meeting Minutes for Product/Process CMP Monthly Meeting I1//4,/2001;
(g) Change Management Process' (CMP) Improvements - J1-26-01;
(h) Final CMP Redesign Meeting Minutes 12/10/2001 -, 12/11/2001; and
(i) Draft Meeting Minutes for Product/Process CMP Monthly Meeting 12/12/2001.

KPMG Consulting agrees with Qwest that the subject of this Exception needs to be
considered in relation to the applicability of the interim process for product and process
changes as part of the Change Management Redesign Process. Qwest has indicated, in its
previous responses, that it believes that a Qwest CR was not necessary for this process
change based on the scope and requirements of the Interim Product/Process CMP. Based
upon discussions that were held November 27 - 29, 2001 and again on December 10 -
12, 2001, Qwest believed that the interim process applied only to changes related to Third
Party Testing and to 271 workshops.

KPMG Consulting issued this Exception following an extensive review of facts and
circumstances. In particular, KPMG Consulting published this Exception after December
1, 2001, the Qwest-scheduled implementation date for this process change, in order to
observe the complete set of circumstances, processes, and activities related to CR
Pcl00lol-5. The Exception identifies a deficiency in the Change Management Process
that will result in a negative comment for one or more of the evaluation criteria in the
Final Report if left unresolved.

The specific process issues that KPMG Consulting has identified in this Exception
include :

1. Qwest, through the CMP, did not provide adequate information to CLECS about a
significant CLEC-impacting process change,

9 CMP Redesign documents are posted at: http:i.»'www.q_wesLcom/wholesale/clnpfredesign.html

.A I J'.,¢' IMH!!Consulting
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2. Once Qwest had answered some of the important regulatory, product, and
documentation questions, Qwest allowed only four business days for CLECs to
prepare for the proposed change 10,

3. Qwest, through the CMP, did not respond to input from all interested parties, a
number of CLECs objected to Qwest's implementation of this change and
requested its immediate suspension,
Qwest, through the CMP, did not update the CR's status 011 a timely basis,
Qwest's CR includes rate changes that are not explicitly defined to be within the
scope of CMP.

4.
5.

KPMG Consulting provided a detailed review of each of these discussion items in the
first response to this Exception on January 7, 2002. In its January 25, 2002 response,
Qwest raised additional concerns surrounding the unique situation for the Additional
Testing CR and for Change Management Redesign. KPMG Consulting offers additional
comments to clarify the facts and background regarding the issuance of this Exception.

l Qwest initiated the CR under the Interim Qwes! Product/Process Change
ManagemeI1f Process.

Qwest implemented the Interim Product/Process CMP on October 17, 2001, the same day
that Qwest first presented CR PCl0010l-5 for discussion with CLECs. According to the
minutes from this meeting, Qwest stated that it had intended to issue a notification
instead of a CR in order to implement the proposed change in 15 days instead of 45 days.
Qwest had brought the issue forward as a CR in good faith for CLECs to have adequate
advance review. Several CLECs stated that the proposed change would be CLEC-
impacting, and requested Qwest to provide CLECs with complete information about the
proposed change before counting days as part of the defined 45 day interval for notifying
CLECs, for soliciting CLEC input, and for finalizing the change. Qwest later reaffirmed
that the interim process for Qwest- initiated CRs was meant for all Qwest product/process
changes that altered CLEC operating procedures' 1 .

As of December 12, 2001, it was still unclear that the interim process did not
apply. KPMG Consulting's understanding is that the interim process was in
effect during the period ill question (i.e., October 17, 2001 through December 12,
2001).

Although Qwest stated on October 3 l, 2001 that it would delay implementation of the
CR in question on December 1, 2001 to address CLEC concerns, Qwest had not resolved
all of the regulatory, product, and documentation questions and scheduled another
follow-up meeting for November 26, 2001. Meeting minutes indicate that the discussion
about the disagreement over the interim process had not begun until November 27, 2001 ,
after Qwest had already scheduled implementation offeR PC100101-5. In this case,

m At the time of taxis report, KPMG Consulting observed that Qwest and CLECs had not agreed on all legal and
r» =gula1ory aspects of this CR.
ll See Final Meeting Minutes, CMP Process Re-design, October 30 November l, 2001 .

02/13/2002
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Qwest scheduled the change implementation date prior to making complete information
available to CLECs and receiving their comments.

Based on a review of the minutes from the three Change Management Redesign sessions
held prior to the CR's implementation, KPMG Consulting believes that CLECs and
Qwest did not reach consensus about the degree of decision- making authority CLECs
would have in modifying or suspending Qwest-initiated CRs12. In fact, it was in response
to the objections with this CR and the degree of input into the process that the CLECs
considered limiting the scope of the interim process in December.

KPMG Consulting does not consider meeting minutes which provide written record of
opinions and open discussion about the Change Management development to serve as a
proxy for the formalized process that was in place at the time that this change occurred.
Furthermore, there does not appear to be conclusive language in the minutes to suggest
that the Interim process did not apply as of December 1, 2001 .

Qwest issued two documents that suggest the approach for Qwest- initiated process CRs
had not changed. One document lists all CMP improvements that were effective or
scheduled to be implemented as of November 26, 2001 13 . The Qwest-initiated Product
and Process CR Process is cited as being implemented October -. November, 2001. The
other document describes the process by which baseline elements of the redesign effort
may occur prior to the completion of the CMP redesign efforts. The document states
that implementing baseline changes requires agreement among CoreTeam members and
an implementation presentation for the general CLEC community,

KPMG Consulting considers Change Management to be an essential element of onto in
CLEC business operations and of the Qwest-CLEC business relationship. Because Ir
governs an important part of all CLEC interaction with Qwest, KPMG Consulting would
expect, at a minimum, that Qwest CMP would feature the following Emotions:

Qwest notifies CLECs of all CLEC-impacting changes with complete information
and sufficiently in advance of such changes,

CMP includes the procedures through which Qwest takes into consideration the
feedback from CLECs on all proposed CLEC-impacting changes, and

CLECs have the opportunity to modify, discuss, and escalate issues encountered
with proposed changes.

In response to this Exception, Qwest stated that it was not aware of CLEC objections to
CR 100101-5 because Qwest did not receive any written comments through the Web-
based PCAT documentation review mechanism. However, the Redesign meeting

12Quote from Final CMP Redesign Meeting Minutes H/I3/2001: "Schultz cited that there did not appear to be
agreement between the CLEC community concerning the Qwest initiated product/process CR process."
is Sec Appendix B: Process ro Deploy Qwes! CMP Improvements - 11-26-01.
14 See Appendix C:Change Management Process (CMP) Improvements - U-26-01.

I
I
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minutes clearly demonstrate that CLECS were dissatisfied with both the change in
question and with the overall process for managing Qwest-initiated CRs. Qwest Change
Management representatives, who act as Qwest's point of contact, were present at these
meetings. After having heard CLEC objections, none of the Qwest representatives had
advised CLECs to escalate the CR in question until December 4, 2001 15, three days after
implementation, thus leaving CLECs wondering if Qwest was going to respond to
CLECs by suspending the proposed change.

Due to differences in scope and history among ILEC change management processes,
KPMG Consulting considers it inappropriate to compare Qwest CMP to that of odder
ILECS. As part of 271 OSS Testing effort, KPMG Consulting is evaluating Qwest CMP
based on a pre-determined franieworlc of evaluation criteria. Based on Qwest's latest
response and the current state of Product/Process CMP, at least one KPMG Consulting .
evaluation criteria for Test 23 would be assessed "Not Satisfied." KPMG Consulting
points to the CLEC request for suspension of the CR as an example of the collaborative
extent of CMP and the ineffectiveness of the process to address disputes such as this.
The Exception is not based on a requirement that an ILEC suspend a proposed change if
the CLEC objects to the change.

KPMG Consulting considers the Pact that Qwest implemented CR PC10010l-5 without
taking into consideration CLEC objections, its failure to make available complete
information sufficiently in advance of the scheduled change, as well as the subsequent
impasse16 about the process governing Qwest-initiated changes as indicative of lack of a
defined and documented change management process.

KPMG Consulting reviewed aforementioned documents and identified that Qwest did not
adhere to the expectations of a well- formed, functioning Qwest-CLEC change
management process.

KPMG Consulting recommends that this Exception remain open pending
implementation of and observation of adherence to a complete process for Qwest-
initiated Product and Process Change Requests.

15 In response to CLEC inquiry to Judy Schultz and Laura Ford, Qwest advised Eschelon to escalate the CR in
question in an email dated December 4, 2001, at 7: in PM.
16 KPMG Consulting observed that Qwest and CLECs were at impasse about Qwest-initiated Product/Process changes
roux December 2001 to February 2002 .

I
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APPENDIX A
Co-Provider Change Request Form

Status: SubmittedLog# PCCR100101
-5

Submitted By: Debra Smith - Date
Submitted:

10/01/01

Co-
Provider:
Submitter:

Internal Ref#

Debra Smith, Qwest Unbundled Loop Product Manager, dssmith@qwest.com,
515-241-1206
Name, Title, and email/fax#/phone#

Proprietary for submission to Account Manager Only? Please check mark 4 as appropriate
III Yes UNo

Title of Change:

Area of Change Request: Please check mark 4 as appropriate and fill out the appropriate
section below
III System El Product X Process

Interfaces Impacted: Please check mark 4 as appropriate
U CEMR D MA EDI E] MEDIACC
I] EXACT [I MA GUI El Product Database
U HEET III Directory Listings U Other

EI TELIS
D Wholesale Billing
Interfaces

Please
describe

Description of Change:

Is new information requested in a specific screen or transaction?
U Yes U No
If yes, name the screen or
transaction:

I

'."\ h .1 . , i,  4 :ask#Consulting

02/13/2002
Page 17 of 24



;

IPr0duct,Change Req nest Segtifm 3?8i333l3~§

EXCEPTION 3094- SECOND RESPONSE
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I] Resale
0 SSH
III Switched Services
[1 UDIT

Products Impacted: Please check mark 4 as appropriate and also list specific products
within product group, if applicable
E] Centrex
III Collocation
E] EEL (UNE-C)
E] Enterprise Data
Services
[II LIDB
EI LIS
E] LNP
U Private Line

III Unbundled Loop
I] UNE-P
E] Wireless
III Other

Please describe Please describe

Known Dependencies:

Additional Information: (e.g., attachments for business specifications and/or requirements
documents)

Co-Provider Priority Level
El High EI Medium III Low

Desired Implementation ASAP- High
Date:

Products Impacted: Please check mark 4 all that apply (if "Qther" please describe
further)
[ll LIS/Interconnection U UNEI] Collocation 13

Ancillary
13 AIN

EL
Resale

D Physical

U Virtual

I] Adjacent

EI DA

I] Operation
Services

III INP/LNP

El EICT

EI Tandem Trans./TST

] DTT/Dedicated
Transport

D Tandem Switching

Local SwitchingCI

D Switching
U Transport (incl.

EUDIT)

I] Loop

[I UNE - P

EL EEL (UNE-C)
EL

El ICDF Cello.
El

Other Other

1:l
Other

EIUDF

Ann:
02/13f2002
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Currently, CLECs' are responsible for testing UNE's prior to submitting a trouble report to
Qwest. CLECs' are to provide test diagnostics including specific evidence that the trouble is in
the Qwest Network along with the associated Qwest circuit identification number. If the CLEC
elects not to perform the necessary UNE testing, Qwest will offer to do such testing on CLECs'
behalf. If such testing is requested by the CLEC, Qwest will perform the additional testing and
bill the CLEC the appropriate charges that are in their Interconnection agreement.
If the CLEC does not provide test diagnostics and elects not to have Qwest perform additional
testing on their behalf, Qwest will not accept a trouble report. Additional Charges may apply
when the testing determines the trouble is beyond the Loop Demarcation Point
This additional testing option is available on the Unbundled Loop Product Suite, Unbundled
Dedicated Transport (UDIT), Enhanced Extended Loop (EEL) and Loop Mux.

t

N
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Qwest OSS Evaluation

r:I
Other

Description of Change:

Known Dependencies:

Additional Information: (e.g., attachments for business specifications and/or requirements
documents)

Co-Provider Priority Level
U High [I Medium I] Low

Desired Implementation
Date:

Area Impacted: Please check mark 4 as appropriate
[J Pre-Ordering
U Ordering
EI Billing
X Repair EL

Other
Please describe

Description of Change:

Products Impacted: Please chock mark 4 as appropriate and also list specific products
within product group, if applicable

83715Jo

02/'13/2002
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3This Section to be Completedby Qwest CICMP Manager
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10/01/01 - CR received by Deb Smith of Qwest
10/01/01 CR status changed to Submitted
10/01/01 -. Updated CR sent to Deb Smith

¢
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El Resale
I:1 SSH
Cl Switched Services
X UDIT

[I Centrex
I] Collocation
X EEL (UNE-C)
D Enterprise Data
Services
EL LIDB
III LIS
El LNP
0 Private Line

X Unbundled Loop
L21 UNE-P
EI Wireless
I] Other

Please describe Please describe

Known Dependencies:

A d d i t i o n a l  I n f o r m a t i o n :  ( e . g . ,  a t t a c h m e n t s  f o r  b u s i n e s s  s p e c i f i c a t i o n s  a n d / o r  r e q u i r e m e n t s

d o c u m e n t s )

Co-Provider Priority Level
l]High EI Medium El Low

Desired Implementation
Date:

Qwest Account Manager Notification
Account

Manager:
Notified

Q w e s t  C I C M P  M a n a g e r  C l a r i f i c a t i o n

R e q u e s t

E Yes UNo

If yes, clarification request
sent:

Clarification
receivedl

III Yes l ] N oC0-Provider Industry Team Clarification
Request
I f  y e s ,  c l a r i f i c a t i o n  r e q u e s t

s e n t :

Clarification
received;

Status, Evaluation and Implementation Comments:

ulna
02/13/2002
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E] Yes [IN
Candidate for a
Release
If yes, Release
Number:

in r .44 .a nEuConsulting
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APPENDIX B

Process to Deploy Qwest CMP Improvements- 11-26-01

As Change Management Process redesign elements (major sections of the
Master Redlined CMP Redesign framework) are discussed and baseline
language is determined, Qwest andlor a CLEC-Core Team representative may
propose to implement the baseline element. This request may occur prior to the
completion of the CMP redesign effort. The CMP Redesign Core Team shall
comply with the following process for implementing baseline changes:

O

•

•

The Core Team reaches agreement to implement a given baseline
element and determines the implementation date.
Qwest develops an implementation presentation for the general CLEC
community.

The Implementation Presentation shall include:
| Language from the master redlined CMP framework
l Other pertinent information, if applicable
- Implementation/effective date

At the next Monthly CMP meeting, Qwest and the Re-design Core Team
will collectively present the proposed change. The Team shall seek
comments, if any, from the general CLEC community.
If there are no objections, Qwest shall implement the changes in
accordance with the implementation plan.
If there are objections, the Re-design Core Team will consider the input,
and determine the appropriate course of action.

At the conclusion of the Re-design effort, the Core Team will present the Final
Master Red-Line document to the general CLEC community for review and
acceptance.

'asA J.4» .J. Consulting
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Improvement Implementation Date(s)
Standard Naming Convention August 2001
Web Site Improvements

- Design
Search Capabilities

October 2001

CMP Process Improvements
- CR Clarification Meetings
- Meeting Distribution Package
- Meeting Minutes
- CR Tracking and Reporting Database
- CR Project Management

August - November
2001

Escalation and Dispute Resolution Process
- Process
- Web Site

November 200 I

Exception Process September 2001
OSS Interface 12 Month Development View November 2001
CLEC/Qwest Initiated OSS Interface CR Process

- Process
- Form

NovemberOctober
2001

CLEC/Qwest Initiated Product and Process CR Process
- Process
- Font

October - November
2001

PCAT Red-Line November 200 l
Tech- Pub Red- Line October 2001
Point oflContact List October 200 l
Established CMP Full Day Meetings October 2001
Prioritization of Qwest Originated OSS Interface CRs August - November

2001
Introduction of New OSS Interface Ready when applicable

Web Tool to Support CLEC Comments on CRS November 2001
Retirement of OSS Interface Ready when applicable
Changes to an Existing OSS Application to Application
Interface

- Draft Technical Specifications Walkthrough
- CLEC Comment Cycle
- Final Technical Specifications
- CLEC Testing

Effective with MA 10.0
Release

Changes to an Existing GUI
- Draft User Guide
- CLEC Comment Cycle
_ Final User Guide

Effective with MA 10.0
Release

l
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APPENDIX C

Change Management Process (CMP) Improvements 11-26-01

I
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OSS MA EDI Versloning In Effect
Interface Testing Environment

_ SATE In Place

I

EXCEPTION 3094- SECOND RESPONSE
Vu

Qwest ass Evaluation

F!
02113/2002

Page 24 of 24
L*.. :..,. » Consulting


